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AN ANALYSIS OF CAMPUS SERVICES FOR INTERNATIONAL STUDENTS AT 
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SYLVIA MIRIYAM FINDLAY 
160 Pages 
Higher education campuses are becoming ethnoculturally diverse with the influx of 
international students from various parts of the world and must modify their international student 
recruitment and enrollment strategies in response to this trend. The purpose of this study was to 
examine the perceptions of student affairs personnel to campus services for international students 
by comparing what should be provided to what is being offered. The study also attempts to 
identify the gap in their perceptions. Services identified in the literature were examined using the 
Briggs and Ammigan (2017) collaborative programming and outreach model, which combined 
concepts of student engagement and experience, intercultural and global competence, assessment 
and communications, and institutional leadership and support. 
The researcher used a quantitative research method based on an internet survey of 272 
international student affairs professionals employed at four-year public and private institutions 
within the 12 states that comprise the Midwest Higher Education Compact. The questionnaire 
included 21 paired statements describing institutional actions, programs, or services that are 
designed to help international students. Each pair of statements asked respondents to indicate 
their level of agreement that the action, program, or service specified in the statement reflects (a) 
actual practice at their institutions and (b) practice as it should be at their institutions. Responses 
were analyzed to identify gaps between actual and desired practice.   
Study findings, based on a 54% response rate, suggest a potentially troubling 
shortcoming in the extent to which institutions take steps to enhance the intercultural and global 
competency of faculty and staff.  In addition, the study also revealed that respondents perceived 
gaps in the extent to which their institutions offer semester-long orientations for international 
students and adequately staff offices that provide services for these students. Study implications 
are discussed as well as implications for future research.    
KEYWORDS: International students, student services, intercultural competency, faculty, staff 
professional development, training  
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CHAPTER I: INTRODUCTION 
The changing landscape of international student migration has affected campus 
internationalization activities. Higher education campuses, globally and in the United States, are 
becoming ethnoculturally diverse with the influx of international students from various parts of 
the world (Ammigan & Laws, 2018; Choudaha, 2016) and must modify their international 
student recruitment and enrollment strategies accordingly. Catering to the various needs of these 
students, accepting their cultural differences, and forming an inclusive environment are essential. 
Indeed, with disruptive technology and transportation changing our world, international students 
no longer leave their cultural baggage at the port of entry. Guo (2015) refers to this phenomenon 
as a product of transnational migration, whereby migrants keep close contact with their 
countries of origin. That is, international students who leave their countries of origin no longer 
leave behind their culture but remain connected with their roots. This concept opens a new 
discussion about campus services for international students, emphasizing the need to question 
two conventional approaches to working with those from other countries: the “sameness” 
approach and “difference as a deficit” perspective (Guo, 2015, p.14). Both derive from old 
mental models of one-way-migration, whereby receiving countries attempt to assimilate migrants 
as opposed to meeting them halfway, understanding that the host country must adapt to the 
migrants, just as the migrants must adapt to the host country (Guo, 2015). 
Although the literature has offered several recommendations for altering student services 
to make provision for what international students demand in terms of academic help, social 
interactions, and cultural acceptance (Alberts and Hazen, 2013; Bista & Foster, 2016; Gebhard 
2010; Jameson & Loper, 2017), the implementation of the prescribed solutions by American 
institutions is more or less questionable. There is very little evidence of the extent to which 
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institutions of higher education actually provide those services. Accordingly, this study employs 
a survey of student affairs personnel in the Midwest who work with international students to 
elicit perceptions of (a) the extent to which their colleges and universities provide services that—
according to the literature—are needed by international students, and (b) the extent to which 
their institutions should provide those services. An analysis of gaps between what IS being done 
and what SHOULD be done will suggest how colleges and universities may need to improve the 
services they provide for international students. 
Research Problem and Questions 
The internationalization of American higher education has resulted in increased 
enrollment of international students, defined as “an individual who has physically crossed an 
international border between two countries with the objective to participate in educational 
activities in a destination country, where the destination country is different from his or her 
country of origin” (UNESCO, 2015). As data from IIE (2019a) Open Doors report indicate, the 
number of international students on U.S. campuses increased from 690,293 in 2009/2010 to 
819,644 in 2012/2013, to 1,043,839 in 2015/2016 and to a record high of 1,094,792 in 
2017/2018 with a compound annual growth rate 5.26% from 2010 to 2018. Many factors have 
contributed to this increase, including political, economic, socio-cultural, and academic motives 
(De Wit, 2002). Thelin (2004) deftly traces the history of internationalization in the American 
higher education system, noting how internationalization, as an initial response to the 
globalization trend, took on a commercial connotation emphasizing marketing, student 
recruitment, and, hence, enhanced tuition revenues. 
Interestingly, Knight (2004) responded to this by outlining the varying rationales for 
internationalization, including intercultural understanding among students and faculty; 
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development of international, intercultural, or global skills among students, staff, faculty, and 
administrators; and international strategic alliances that foster research and collaboration. 
However, Mestenhauser (2006) reiterates that institutions view international students only from 
an economic rationale, thereby calling for broader thinking among the higher education 
community in its efforts to internationalize. Higher education leaders need to overcome mental 
models (Senge, 2006) that view international students only in the context of revenue generation 
without acknowledging them as critical contributors to the institution and community. 
In this context, international students not only contribute to the fiscal health of a 
university (Knight, 2004) but substantially increase intercultural learning on campus as well as 
the research and technological capacity of the institution and the country as a whole (De Wit, 
2002). However, international students on U.S. campuses face innumerable challenges, including 
academic, socio-cultural, financial, and language barriers, as well as social stigma (Hayes & Lin, 
1994; Zhai, 2002). As a consequence, a growing body of scholarship (reviewed in Chapter Two) 
has examined the services these students need. These needed services can be categorized as those 
that deal with (a) student engagement and experience, such as orientation programs, mental 
health counseling, mentoring programs and workshops on career and immigration regulations; 
(b) intercultural and global competency, such as hiring and developing interculturally competent 
administrators, faculty, and staff; (c) assessment and communication planning, such as data-
driven approaches to communication and institutional assessments of campus services for 
international students; and (d) institutional leadership and support, such as allocating adequate 
staff and resources for international student services and implementing a comprehensive 
internationalization plan. 
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Nonetheless, the growing body of literature suggesting the need for services has yet to 
gauge the extent to which colleges and universities provide those services. Accordingly, the 
purpose of this study is to identify the campus services offered by institutions for international 
students and elicit perceptions of how services might need to be improved. As explained below, 
this will be accomplished through a survey of educators at Midwestern universities who are 
members of NAFSA: Association of International Educators, an organization devoted to 
advancing international higher education. Members of this organization include educators and 
administrators (e.g., presidents, deans, faculty, and advisors in higher education institutions) who 
support the field of international education. The research questions guiding the study include: 
1. What services do student services personnel perceive that their institutions are providing 
for international students? 
2. What services do student services personnel perceive that their institutions should be 
provided for international students? 
3.  Is there a gap between what services student services personnel perceive that their 
institutions are providing and what services should be provided? 
Conceptual Framework 
The literature on international students establishes the need for a study examining the 
extent to which services are offered to international students as well as the extent to which 
institutions foster the intercultural competencies of staff, faculty, and administrators who engage 
with international students on campus. This exploratory study responds to that need and is based 
on a questionnaire structured according to a conceptual framework developed by the author 
through a review of the literature and an adaptation of the collaborative programming and 
outreach model developed by Briggs and Ammigan (2017). This model assumes that the 
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development of services for international students requires a collaborative programming mindset, 
fosters intercultural and global competence, includes community relations and engagement, 
enhances the student’s experience and engagement, requires strong institutional leadership and 
support, and is based on clearly defined assessment and communications plans. Apart from these 
six assumptions, Briggs and Ammigan’s model categorizes campus programming initiatives as 
those that support international student success, assure that students understand government 
regulations, connect students with the local community, and promote international 
understanding.  
The literature on student services for international students, reviewed in Chapter Two, 
yielded several initiatives and action plans, which were categorized by the author under four of 
the six assumptions outlined in the model developed by Briggs and Ammigan: student 
engagement and experience, intercultural and global competence, assessment and 
communications planning, and institutional leadership and support. These dimensions encompass 
the campus programming initiatives that, according to the literature, institutions should 
undertake for international students. Two assumptions from Briggs and Ammigan model—a 
collaborative programming mindset and community relations and engagement--do not feature 
explicitly in this conceptual framework. The collaborative programming mindset calls for 
institutions to collaborate with wider audiences and other service units on campus, while 
community relations and engagement entails international students to experience the local 
community. Both can be subsumed under institutional leadership and support and are a 
manifestation of the collaborative mindset. According to the Green (2012), presidents hold 
significant responsibility for spurring increased internationalization activities across the 
institution, highlighting the vital role of presidential support and commitment to collaborative 
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efforts across campus that enhance internationalization. In addition, the interaction of 
international students with American culture and their involvement in social and business 
networking eventually lead to career opportunities that foster involvement and engagement along 
the lines described, for example, by Astin (1999/1984) and by Axelson and Flick (2011). As a 
consequence, a separate category for community relations and engagement is unnecessary as 
these activities can be grouped under “student experience and engagement.” Thus, four 
categories, detailed in Figure 1 below, summarize the comprehensive set of services that support 
international students and serve as a conceptual framework for this study.    
 
Figure 1. Conceptual framework for the study, adapted from Briggs and Ammigan (2017). 
 
Although scholars have established the need for serving international students, 
universities and colleges enrolling international students often struggle with inadequate resources 
and expertise, decentralized services, and an absence of appropriate programs or services that 
support international students (Bista, Sharma, & Gaulee, 2018; Briggs & Ammigan, 2017; 
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Choudaha, 2016). Hence, this conceptual framework utilizes four major themes surrounding 
international student services. 
Student Engagement and Experience 
The concepts of student experience and involvement have their origins in the seminal 
works of Pace (1984) and Astin (1999/1984). From then on, much attention has been devoted to 
student involvement and student success by prolific authors (e.g., Tinto, 1993; Kuh, 1999; Kuh 
et al., 2005; Pascarella & Terenzini, 2005). The literature has taken a two-pronged approach to 
the examination of student engagement. One group of authors emphasizes what the student does, 
as evidenced by the time and effort they devote towards their desired college outcomes (Coates, 
2007; Kuh, 2009). On the other hand, a report to the Higher Education Funding Council for 
England (HEFCE) by Little et al (2008) emphasizes what institutions do--the institutional 
processes and activities that involve and engage students in ways that lead to a better learning 
experience. 
In the context of this study, student engagement and involvement will be viewed from the 
institutional perspective, emphasizing the processes and activities that institutions employ to 
alleviate the challenges faced by international students. Faced with financial burdens, sometimes 
subjected to racial microaggressions, and challenged by the need to adapt to a new culture with 
different learning styles, food habits, unfamiliar religious affiliations, and more, international 
students need support in terms of academics, social adjustment, cultural acceptance, and the 
freedom to study and successfully complete their degrees (Andrade & Evans, 2009; Bista & 
Foster, 2016; Briggs & Ammigan, 2017; Jameson & Loper, 2017; Willer, 1992). Scholars 
recommend various ways to engage and enhance the educational experience of international 
students, who have taken considerable risks in coming to a foreign country in order to advance 
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themselves educationally. These support services, reviewed in Chapter Two, include, for 
example, student orientation programs, workshops on careers and immigration regulations, and 
mental health counseling. 
Intercultural and Global Competence 
Because intercultural competency has been widely discussed across disciplines, from 
management (Matveev & Milter, 2004), to business (Morley & Cerdin, 2010), and to higher 
education (Deardorff, 2004; Goode, 2002), the literature yields varying definitions of what 
intercultural competency entails (Deardoff, 2004). Several authors have added to the knowledge 
on intercultural competency and its importance in higher education (e.g., Bennett, 1993; Chen & 
Starosta,1996; Fantini, 2000). However, most scholars emphasize intercultural competence as a 
student outcome of internationalization efforts, while others, including Pope and Reynolds 
(1997), attest to the development of intercultural competency as a critical competency of student 
affairs professionals. Soria and Troisi (2014) define global, international, and intercultural 
competencies as “knowledge about several dimensions of global and international cultures; 
appreciation of cultural, racial, and ethnic diversity; understanding of the complexities of issues 
in a global context; and comfort in working with people from other cultures” (p. 262). In order to 
successfully interact with and support students from various cultures and support them towards 
holistic learning, staff, faculty, and administrators should be trained in and be capable of 
exhibiting cultural sensitivity. Staff and faculty engaging international students should know that 
culture and ethnicity are essential parts of an individual’s identity and avoid hiding behind the 
claim of “color blindness” (Chen & Yang, 2014; Choudaha 2016). Furthermore, staff and faculty 
should demonstrate cognitive flexibility and adaptability by adjusting to new cultures and 
behaviors and by embracing an ethnorelative view (Deardorff, 2004).     
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Assessment and Communications Plan 
In the wake of global technological advancements, communication preferences among 
international students are rapidly changing (Ammigan & Laws, 2018). The literature on 
international student services recommends an institutional communications strategy and an 
assessment plan (Briggs & Ammigan, 2017). Institutions should develop a guiding document for 
staff, outlining various methods of reaching international students and disseminating timely and 
useful information. Operating in this era of skyrocketing technological advances, it is easy to 
assume that everyone, both students and institutional staff and faculty, is comfortable adopting 
new forms of communication. Complicating this scenario further is the university’s reliance on 
traditional communication methods that do not necessarily align with how the newer generations 
receive and send messages.  
The mindset that all students respond identically to the traditional dissemination of 
information through e-mails, phones, or flyers prevents student affairs professionals from 
meeting the unique needs of international students. The responsibility of universities and 
colleges does not end with relaying messages out to the international student community; 
institutions must ensure the successful receipt of those messages. 
Further, a common thread among many authors in the United States is that assessment 
revolves around student learning. In other countries, assessments have also focused on analyses 
of institutional performance in internationalization (Green, 2012). Assessment plans for 
internationalization in U.S. institutions have traditionally focused on study-abroad programs. 
According to Palomba and Banta (1999, 2014), a proper assessment must reflect the institutional 
mission and must be made meaningful. Sound assessments are required for all programs, 
examining the results of change processes meant to improve those programs as well as the 
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impact of the services provided by those programs (Banta, 2002; Bresciani et al., 2009; Grieger, 
1996; Pope 1993). According to Perez-Encinas and Ammigan (2016), many U.S. institutions use 
surveys to gauge student satisfaction, but very few surveys are specifically designed for 
international students. The International Student Barometer and the National Survey of Student 
Engagement are among the external surveys’ institutions use. However, most institutions find it 
challenging to find the right survey that caters to their goals of serving international students. 
Because of the limited options and the cost associated with these external surveys, most 
institutions develop in-house survey instruments to measure international student satisfaction 
(Perez-Encinas & Ammigan, 2016), Without proper feedback, designing new services and 
modifying existing services is challenging. Thus, it is clear that institutions could respond to the 
dynamics of campus internationalization through sound communications and regular assessment 
strategies. 
Institutional Leadership and Support 
The literature indicates the importance of an institution’s leadership to strategic planning, 
stakeholder participation, and the allocation of fiscal resources, which are crucial for productive 
campus internationalization (Davies, 1992; DiMaria, 2012; Ellinghoe, 1998; Grieger, 1996; 
Knight, 1994). Hudzik (2011) views comprehensive internationalization as the product of a 
commitment to infuse international perspectives in teaching, research, and service. The author 
strongly emphasizes the need for institutional leadership and governance to combat deeply 
entrenched barriers arising from faulty thinking and deficit beliefs that make it difficult for 
administrators to customize student services for international students. Olson and Peacock (2012) 
use two concepts: (a) interculturalism, which emphasizes how individuals connect across 
cultures and encompasses communication and competencies, and (b) grounded globalism, in 
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which a geographical frame is applied to elaborate the connections between a global community 
surrounded by local communities and is connected economically, politically and culturally.  
These help higher education leaders understand that globalism is grounded in the work of local 
communities.  Rumbley, Altbach and Reisberg (2012) posit that “leaders must be prepared to 
track and understand the broadest global trends, as well as the internationalization of higher 
education more specifically, while at the same time attending effectively to the unique needs and 
aspirations of their particular institutions, local communities, and regional or national contexts” 
(p.3). Knight (1994) highlights the importance of delineating academic and organizational 
factors such as policy statements, planning, and review systems in campus internationalization. 
She recommends a permanent organizational commitment and structure that is underpinned in 
the organizational culture. Warwick and Moogan (2013) outline several strategic stages for 
successful internationalization and propose a shift to a student-centered approach that underpins 
its values on leadership, staff, student communication, organizational development, and local-
level initiatives.    
Collaboration among departmental units is considered vital when trying to 
internationalize the campus. Childress (2009) points out that because higher education 
institutions typically have several departments and subunits working independently, achieving 
internationalization through the collaboration of these independent structures is indeed 
challenging. However, ultimately, the many parts of the college will need to be prepared to meet 
the needs of international students: academic departments, the registrar’s office, health and 
counseling, career services, the international office, and those units providing help with English 
language skills. All services will require personnel and budgetary support. And as noted 
previously, the assumptions guiding the work of those in the organization may need to change. 
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Kezar (2001) believes that organizational transformation takes place in higher education 
institutions when underlying assumptions, behaviors, processes, and structures are profoundly 
altered across the entire organization. This situation calls for leaders to be “prepared to track and 
understand the broadest global trends, as well as the internationalization of higher education 
more specifically, while at the same time attending effectively to the unique needs and 
aspirations of their particular institutions, local communities, and regional or national contexts” 
(Rumbley, Altbach, & Reisberg, 2012, p. 3)  
Study Method and Limitations 
           This study examines the perceptions of international student services personnel at 
Midwestern universities, determining the extent to which they perceive gaps between what their 
institutions do to support international students and what their institutions should be doing to 
support international students. Identifying these gaps is essential for two reasons. First, 
international students benefit U.S. higher education institutions, providing needed revenues 
(Knight, 2004; NAFSA, 2018), enriching the cultural diversity of campus life (De Wit 2002, 
Knight, 2004; Talbot 2003), and enhancing the competitive advantage of American institutions 
in the international education sector (Altbach & Salmi, 2011; Salmi, 2009). Second, although the 
literature has identified the needs of international students, no empirical studies identify the 
current status of campus services for international students. An extensive review of student 
affairs research indicates the dispersed nature of services for international students. International 
student services are not always centralized under the student affairs department (DiMaria, 2012; 
Hudzik, 2011). Indeed, international students require services and assistance from a wide variety 
of departments on campus, including their respective academic departments, faculty members, 
international student services offices, the library, and offices responsible for admissions, finance, 
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housing, and dining. Hudzik (2011) observes, “although sometimes ignored, these offices and 
programs are in strategic positions on campus to either help or hinder (by omission or 
commission) facilitating and supporting comprehensive internationalization” (p.21). 
Study data will be collected from international student affairs professionals employed at 
four-year public and private institutions within the 12 states that comprise the Midwest Higher 
Education Compact (MEHC): Illinois, Indiana, Iowa, Kansas, Michigan, Minnesota, Missouri, 
Nebraska, North Dakota, Ohio, South Dakota, and Wisconsin. The participants were selected 
from the NAFSA member directory. NAFSA is the largest association of professionals 
committed to international higher education. Its members seek to integrate international 
perspectives in every aspect of higher education and include students and academic researchers, 
as well as frontline professionals such as presidents, provosts, and deans. This non-profit 
organization has more than 10,000 members from over 2000 institutions in the U.S. 
Nonetheless, readers should be aware of the study’s limitations.   
• The type of institutions, location of the institutions, and characteristics of participants 
from which data will be obtained limit the generalizability of this study’s results. For 
example, the study does not focus on community colleges, which enrolled approximately 
8% of all international students at American colleges and universities (Institute of 
International Education. 2020). 
• This study does not seek to evaluate the outcomes of the campus services for 
international students, but merely to examine the current services offered in U.S. 
institutions in the Midwest. 
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• The survey is entirely web-based, and participants without internet access may be 
inadvertently left out. Furthermore, screen configuration may affect survey layout, and 
this may affect participation and proper response to the survey. 
Definition of Terms 
• International Student: “an individual who has physically crossed an international border 
between two countries with the objective to participate in educational activities in a 
destination country, where the destination country is different from his or her country of 
origin” (UNESCO, 2015). 
• International Student and Scholar Office: An administrative unit specifically designed to 
provide services for international students.  
• Intercultural competence: “knowledge about several dimensions of global and 
international cultures; appreciation of cultural, racial, and ethnic diversity; understanding 
of the complexities of issues in a global context; and comfort in working with people 
from other culture” (Soria & Troisi, 2014, p. 262) 
• Student affairs administrators/personnel: An employee under the student affairs 
department who is not a faculty. 
Summary 
This chapter is an introduction to the current research problem, the contextual issues in 
which the study is grounded, and the concepts around which the study has been framed. The 
conceptual framework has been derived from the scholarly recommendations for international 
student support services on American colleges and universities. Findings, based on the 
perceptions of those who work with international students at public and private four-year 
institutions, possibly suggest how American colleges and universities may fall short in helping 
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these students succeed. The next chapter provides a review of the literature on global student 
mobility, internationalization, and campus services.   
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CHAPTER II: LITERATURE REVIEW 
Introduction 
Amidst the ongoing political changes across the globe, especially with the hostile policies 
against immigrants instituted by several governments, including the Unites States, the U.S. 
higher education sector is re-thinking its place in the global education arena. Renowned for 
“world-class” universities, the major concern now, according to Gluckman (2018), is if the 
United States is losing its place as the global leader in higher education.  Young scholars and 
others who are passionate about international education in the United States are overcome by 
anxiety and uncertainty in obtaining vias, as well as by hostile immigration policies.  In addition, 
the academic and non-academic challenges that international students face, including culture 
shock and transition struggles when moving to the host culture, are well documented in 
literature. Because of declining enrollments and the fear of losing out in the competition for 
international students, assuring that international students have a positive experience on campus 
is critical.  This will require U.S. universities to re-examine the experiences of international 
students, their satisfaction with student services, and campus internationalization efforts 
generally (Smith, 2020). A critical step involves paying attention to what international students 
need and catering to those needs, be it in the classroom or across the campus. Understanding the 
challenges international students experience and then gauging the services that are currently 
offered at institutions will be key to enhancing the international student experience.  
The purpose of this study is to examine perceptions of the gaps, if any, between what 
campuses actually do for international students and what should be done.  Before embarking on 
the study, a review of the literature is presented in three sections. The first section describes the 
context in which this study occurs; that is, the globalization and internationalization of higher 
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education. The second section examines trends in global student mobility. Finally, the third 
section explores the academic and non-academic challenges faced by international students. The 
third part of this chapter also examines the campus services that, according to the literature, 
contribute to the success of international students while on campus. These recommended actions 
are at the heart of the survey instrument developed for use in the study.     
Globalization and Internationalization 
In a world constrained by borders, globalization has enabled a free flow of people, 
knowledge, and culture across borders. With technological advancements rendering faster 
communication and quicker travel, globalization has affected every aspect of the world economy, 
as well as the political negotiations and socio-cultural exchanges among nations. Its effect has 
not spared the higher education sector and has spurred nations to educate students about today’s 
shrinking world and view their higher education systems from a global rather than merely local 
perspective. Altbach and Knight (2007) define globalization as “the economic, political, and 
societal forces pushing 21st century higher education toward greater international involvement” 
(p. 290). Global forces such as the economic interdependence among nations, technological 
innovations, and scientific trends have impacted higher education institutions (Altbach, 2016; 
Knight, 2004, Rumbley, Altbach, & Reisberg, 2012). Rumbley, Altbach, and Reisberg (2012) 
portray this global environment as “unavoidable” (p. 3), while Green, Marmolejo, and Egron-
Polak (2012) claim that its intensity will differ by region or country. Huzdik and Stohl (2012) 
argue that global forces possess competitive and collaborative dimensions. Regardless of nature 
or the magnitude, a direct result of globalization is open-source knowledge and increased human 
resource mobility (Marginson, 2011). 
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The internationalization of higher education, as Altbach and Knight (2007) define it, is a 
response to globalization that is evident in campus strategies, policies, practices, and activities. 
Internationalization is a reflection of globalization within institutional borders. Nonetheless, the 
literature is fraught with debate about the definition of internationalization, what it must include, 
and what it should not include. The concept of internationalization is in itself complex. 
Globalization is a known phenomenon in almost all industries, but both terms (i.e., 
internationalization and globalization) are often interchanged and confused amongst higher 
education stakeholders (Knight, 1999; Enders, 2004; Yang, 2002; Stier, 2003). Paige and 
Mestenhauser (1999) view the internationalization of higher education as the development of a 
mindset that moves beyond just acquiring knowledge and emphasizes its use as well. As they 
explain, “it is a way of thinking that integrates and uses knowledge generated in different 
contexts for the purposes of policy analysis, formation, implementation, and research” (p. 506). 
However, Knight (1999) provides an additional perspective by stating that “globalization can be 
thought of as the catalyst while internationalization is the response, albeit a response in a 
proactive way.” Some scholars have elevated the status of internationalization from just a 
response variable to a more leading variable in globalization; that is, with more and more 
students and scholars choosing to study outside their home countries, institutions are 
intentionally engaging in new policies and practices to encourage this trend (Nielson, 2011). 
However, again, Knight (2004) goes on to further note that internationalization at the 
national, sector, and institutional levels “is defined as the process of integrating an international, 
intercultural or global dimension into the purpose, functions or delivery of postsecondary 
education” (p.11).  As profound as this definition may sound, it raises a fundamental question, 
“Where do the students factor into this”? The current definitions and understandings of 
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“internationalization” exclude a primary constituent of the whole process—students. This 
narrowness fails to capture the whole breadth of internationalization, focusing on institutional 
structures, functions, and curricula without considering students .This observation is further 
bolstered by an historical examination of campus internationalization activities, which are often 
“numbers-oriented,” focusing, for example, on increasing the enrollment of international 
students or the number of visiting scholars on campus.  
Efforts to move beyond numbers by evaluating and assessing the well-being of 
international students and alleviating their concerns and challenges are less evident. Therefore, 
there is a need to refine this definition by emphasizing internationalization as a student-oriented 
phenomenon and not simply a process-focused phenomenon.  The student-oriented approach will 
require institutions to overcome the tendency of taking a reactive rather than proactive approach, 
responding to queries once the students arrive on campus instead of anticipating them in 
advance. In addition, institutions need to determine what their responsibilities to students. Qiang 
(2003) emphasizes that the “approaches” to internationalization fall under four categories: the 
activity approach, which focusses on curriculum and student-faculty exchanges; the competency 
approach, which focusses on the development of skills among faculty, staff and students; the 
ethos approach, which focusses on creating a culture that promotes international or intercultural 
perspectives; and the process approach, which focusses on integrating intercultural dimensions 
into institutional processes such as teaching, research, and service.  
Ongoing ambiguity in definitions raises the question of what constitutes 
“internationalization.” Scholarly work consists of two sets of divergent thoughts (Yang, 2002). 
One set of scholars emphasize the importance of international/intercultural dimensions (Knight, 
2004), political and economic rationales (Knight & De Wit 1995), and approaches such as the 
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activity approach, the competency approach, the ethos approach and the process approach 
(Qiang, 2003). On the other hand, scholars also emphasize the activities involved, such as 
curriculum, English language instruction, international student exchanges, and research 
partnerships (Knight & De Wit, 1995; Knight, 2012). Institutions usually focus on the activity 
approach, emphasizing activities that include, for example, new academic curricula, study-
abroad opportunities, and international research partnerships (Qiang, 2003). 
Understanding the rationale for internationalization is indeed a crucial maneuver for 
scholars researching the internationalization of higher education. Internationalization strategies 
within institutions are dependent upon the institutions’ missions and goals. Institutions strategize, 
design programs, develop policies, and initiate other activities on the basis of what institutional 
leaders want to achieve. For instance, if the mission of an institution is to increase cross-cultural 
exchange, then the internationalization activities may be centered on study-abroad programs and 
increasing international scholar exchange opportunities. However, if the institution’s goal is 
revenue generation, then the focus of internationalization tends to be on increasing international 
student enrollment. Along these lines, De Wit (2002) distilled the rationales to four specific 
motives: political, economic, socio-cultural, and academic. Interestingly, Knight (2004) 
responded by outlining the varying rationales for internationalization, including intercultural 
understanding among students and faculty, skill development among all actors in higher 
education, and international strategic alliances that foster research and collaboration. Also, 
Knights’ work in 2012 refined her previous argument, emphasizing two dimensions of 
internationalization---institutional and national. Every institution’s rationale for 
internationalization varies, and so do the approaches towards internationalization. These 
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approaches are governed by their unique ways of defining internationalization based on the 
institutions’ missions and goals. 
However, whatever the rationale may be for internationalization, it appears that 
addressing the challenges and needs of international students has received relatively little 
attention. Writers who do address these needs and services have tended to engage in four 
conversations (examined in greater detail later in this chapter): what colleges and universities can 
do to engage students and enhance their experience, what colleges and universities can do to 
enhance the intercultural and global competence of international students, what colleges and 
universities can do to assure meaningful communications with international students, and what 
leadership and support may be needed to assure institutional capacity to work with international 
students. As Atebe (2011) says, “successful integration of international students and scholars 
with the campus and its domestic students is the key to effective internationalization efforts” 
(p.1). Students are the heart of campus internationalization. Accordingly, using the definitions 
offered by Knight and Atebe, internationalization in this study will be defined as leveraging 
international, intercultural, or global dimensions of campus life in ways that lead to the 
successful integration of an institution’s international students and scholars with its domestic 
student body and faculty. 
Global Student Mobility 
Globalization has enabled a substantial number of students to move across the globe to 
further their education. According to UNESCO (2017), the number of international students 
pursuing postsecondary education more than doubled from 2,0 million in 2000 to 5.3 million in 
2017. International student migration takes many forms, varying, for example, by the length of 
stay (e.g., short term, long term) or by who is involved (e.g., dependents of temporary or 
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permanent workers, or asylum seekers). Over the last 20-30 years, the migration of international 
students has changed both in terms of magnitude and pattern. Changing patterns of student 
mobility reflect shifts in student choices of study destinations, the greater dispersion of students 
across more countries, and the movement away from traditional host countries. These changes 
have fostered increased competition among nations, governments, and institutions for 
internationally mobile students. 
One major trend observed in international student migration is that students are 
intentionally moving away from traditional destinations to newer countries. The top destinations 
for international students (i.e., the United States, the United Kingdom, Germany, France, and 
Australia) have experienced tremendous competition from other countries and, consequently, 
their hold on attracting international students has steadily declined. These host countries attracted 
75% of the international students in 2001, 63% in 2006, 56% in 2011, and 46% in 2017 
(NAFSA, 2018).  Choudaha (2017) posits that international student mobility occurred in three 
waves. Wave 1 (1999-2006) was fueled by growing labor market demand for skilled workers in 
the STEM fields.  In addition, the Bologna process helped streamline the educational process by 
recognizing credentials and harmonizing tertiary educational standards across Europe. This 
increased student mobility within Europe, bringing in students from the non-European Higher 
Education Area. According to Choudaha, Wave 2 occurred between 2006-2013 during the global 
financial crisis that hit the Western world. Western countries are traditionally the host countries 
for students moving from the East. In the wake of the financial crisis, The United States and 
other western countries increased the recruitment of international students as a way of sustaining 
revenues, and opportunities for students in Asia and the Middle East increased. For example, the 
Saudi Arabian government offered scholarships for students to study in the United States. At the 
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same time, the middle class in China experienced more power and opportunity and started 
sending more students over to U.S. institutions. This wave was marked by self-funded students 
and an increase in undergraduate international students. The third wave happened between 2013-
2020, as major global events changed the political picture of many countries. The United 
Kingdom’s exit from the European Union (“Brexit”), the Trump era in the United States, the 
Trudeau era in Canada, the crash of international education “industry” in Australia, and the 
economic slowdown in China have all changed the trajectory of international student migration. 
The increasing xenophobic policies and intolerance to immigration propagated by the Trump 
administration and reflected in Brexit consequently harmed international student migration 
(Gaulee, Sharma & Bista, 2020). 
International students are now empowered to choose a wider range of destinations and 
are not confined to the traditional host countries such as the United States, the United Kingdom, 
Australia, or Canada. Asian and Eastern European countries have taken advantage of the global 
political climate and are creating regional “hubs” (Knight, 2011b). The emergence of regional 
hubs has contributed most towards the decreasing trend in international students choosing 
destinations other than the traditional host countries. These regional educational hubs consist of 
science and technology centers, research institutes, and other educational settings that are 
designed to attract top talent. Regional hubs emerged in 2010 as a response to the “brain drain” 
as the United States, the United Kingdom, and Australia attracted the best minds and talents and 
thereby diminished the workforce quality of sending countries. Several regional hubs have 
sprouted in the last few years, especially in Asia and the Middle East. In addition, several other 
countries, including Vietnam, India, Russia, and Brazil, are also clawing their way toward 
academic supremacy by creating educational hubs (Guruz, 2011). The United Arab Emirates, 
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South Korea, New Zealand, and Singapore are emerging as popular destinations for international 
students as they have invested in world-class research and educational settings designed to attract 
and retain international talent aiming to develop the knowledge economy in those countries (IIE 
2019b). For instance, according to the IIE (2019b), Korean institutions have seen a substantial 
increase in the enrollment of international students, from only 1,983 students in 1995 to 90,000 
students in 2011 and 123,850 students in 2017. South Korea has instituted “Brain 21 Korea,” an 
initiative to grow highly qualified human resources for the 21st-century’s knowledge-based 
society (Gaulee, Bista & Sharma, 2020). Similarly, Malaysia, Singapore, and New Zealand have 
attracted a substantial number of international students, each enrolling about 60,000 students in 
2017 (IIE 2019a; IIE 2109b). 
Although international student migration started with “massification” (i.e.,  the 
transformation of higher education from an elite enterprise serving a relatively small proportion 
of the population to an enterprise that serves even broader segments of society), nations have 
shifted from recruiting a substantial number of students to selectively recruiting top talent and 
focusing on the “quality” of international students (Altbach, 2016; De Wit, 2015). Given the 
urgent need to churn out high-quality research and to publish globally valued research papers, 
institutions search for the top talent among international students. According to Knight (2011b), 
while developing a knowledge base, institutions focus not only on international students, but also 
on the recruitment of scholars, faculty, and researchers across geographies, thereby making these 
regional destinations even more attractive for international students. The rise of the hubs reflects 
a shift in governmental focus from expanding higher education access to increasing the 
international standing of the country’s higher education system. Scholars attribute the 
development of hubs to competition for academic supremacy (Altbach & Salmi, 2011; Salmi, 
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2009). Lane and Johnstone (2011) point out that these regional hubs have been heavily 
subsidized by the countries in which they operate and that since the early 2000s, government 
policies, measures, and initiatives in these countries have vied to enhance their global standing in 
international education. By developing free economic zones, research institutes, and international 
cities, these regional hubs are designed to increase “brain gain” and attract top international 
students and scholars. 
The development of regional hubs leads to another noticeable trend: intra-regional 
mobility among international students. Students preferring global education are turning towards 
world-class research centers and educational institutions that are close to their countries of 
citizenship. For example, students in Asian countries often choose study destinations within 
Asia, and, likewise, those in Europe often choose to study in European countries. According to 
ICEF monitor, international students from nearby Asian countries such as China, Vietnam, 
Mongolia, and Uzbekistan, have been increasingly choosing Asian regional hubs for their higher 
education needs. UNESCO’s (2015) data indicate that the proportion of international students 
from Asia who choose to study in Asian countries rose from 36% in 1999 to 42% in 2007.  The 
same upward trends can be seen among Latin American students; in 2007, 23% chose to study 
within their region, compared to 11% in 1999. Similarly, the volume of global research output in 
terms of publications and collaborations in European higher education systems in countries such 
as Switzerland, Denmark, Austria, and Germany has resulted in increased student flow across 
European countries as demonstrated by the ERASMUS program, which enrolled about 300,000 
international students in 2014, of whom 23% were from the southeast European region  (Bona & 
Ferrari, 2017).   
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Countries traditionally sending international students have also experienced a shift in the 
last decade, with countries in Africa and the Middle East joining the list. Recently, a more 
significant influx of students from the Middle East, especially Saudi Arabia, and unprecedented 
growth of outbound African students from Nigeria, Cameroon, Morocco, Kenya, Zimbabwe, 
Angola, Ghana, and Algeria has been noticed. African students pursuing postsecondary 
education rose by 24% from 2006 to 2014, with around 430,000 international students going to 
France, the United States, the United Kingdom, Germany, Malaysia, Canada, and other countries 
in 2014 (Schulmann, 2017). The increased competition for international students will require 
U.S. institutions to do more to position themselves as destinations of choice for international 
students. 
The Role of the United States 
The United States has been at the center of international education and has exerted a 
strong influence on the educational community worldwide. However, its past dominance in 
attracting international students has led to complacency, and the U.S. risks losing its market-
leader position to other countries. Serious consequences to the economic and technological 
competitiveness of the U.S. are likely to follow if attention is not directed at keeping up with a 
dynamic global market for international students. This section examines what we know about 
international students in the United States, the reasons they choose to study in the U.S, and what 
they study. Implications for campus internationalization are then discussed, paving the way to an 
analysis of campus student services for international students. 
Why Do Students Choose to Study in the United States? 
High-quality education, technological supremacy, and strong career opportunities are the 
primary reasons international students choose the United States as a top destination for study. As 
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a provider of world-class education, cutting-edge technology, and dynamic research 
opportunities, the United States has been a leader amongst other developed countries as the first 
choice and preferred destination for international students. Although growth in the overall 
enrollment of international students at U.S. colleges and universities has tapered off since 2015 
(Figure 2), the United States remains among the top destinations of those seeking educational 
opportunities outside of their own countries. Pull factors such as global university rankings, 
STEM degrees, and career opportunities have drawn international students towards highly 
prestigious institutions, as evidenced by the enrollment of universities worldwide (Hazelkorn, 
2012). According to the 2017 Quacquarelli Symonds world university rankings, 41 U.S. 
universities featured in the top 100 universities globally (QS WUR, 2017). U.S. universities have 
built strong reputations in research, teaching, technology, and innovation, and therefore they are 
still coveted by international students. 
 
Figure 2. Enrollment of non-resident aliens at U.S. colleges and universities, 1976-2017.   























What Do They Want to Study? 
Willer (1992) observed that international students tend to choose business and 
management, science, and technology as their top fields of study in the United States. Students 
from China, India, and other Asian nations are particularly interested in fields related to science, 
technology, engineering, and math (STEM) (IIE, 2019b). Asian countries, especially India and 
China, have remained the heavyweights in sending students out to the United States, with 52% of 
international students coming from these countries as of 2017 (IIE, 2019b). 
International students view studying in the United States as a prestigious opportunity that 
results in enhanced entrepreneurial and work opportunities (Willer, 1992). The demand for 
STEM degrees has been propelling international student enrollment at U.S. institutions. The 
attendant benefits of STEM degrees, such as obtaining a work visa, a path to citizenship, and a 
high-paying career, have been identified as the key reasons why international students choose to 
study in the United States (U.S. Bureau of Labor Statistics, 2019). The Bureau of Labor Statistics 
(2019) predicts a robust growth of 8.8% in STEM occupations over the next ten years to 2028. 
STEM doctorates earned by international students at U.S. institutions have increased at a rate of 
2% annually from 1975 to 2015, with China, India, and South Korea accounting for more than 
half of the STEM doctorates from 2005-2015 (National Science Foundation, 2015). These 
statistics demonstrate the importance of STEM education to international students. The growing 
number of students earning STEM credentials in the United States represent a talented human 
resource capable of enhancing the nation’s economic growth, given the tendency of corporations 
and businesses to favor graduates with STEM degrees (NAFSA 2018; NAFSA 2019b) and the 
premium government policymakers place on the importance of growing their economies and 
encouraging innovation.    
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Declining stay rates of international students after graduation in the United States are a 
disturbing phenomenon that affects the nation’s technological competitiveness. The growing 
number of students opting to leave the United States after their studies, either returning to their 
home countries or emigrating to other countries, is detrimental to the U.S. economy. Han and 
Applebaum (2016) posit that the stay rate of international students declined from 71% in 2001 to 
66% in 2005. The rate further declined to 64% in 2011 and 48% in 2014 (Han & Applebaum, 
2016). If these graduates leave the United States, then the technological growth fostered by these 
STEM graduates in terms of start-ups and innovations would be affected (NAFSA 2019b). 
NAFSA (2018) emphasizes the importance of international students to the U.S. economy, 
showing international students have contributed $39 billion to the U.S. economy and have 
supported 455,000 jobs in 207-2018. International students, especially those earning doctorates 
with a STEM focus, constitute a significant factor in the U.S. maintaining its intense research 
and technological supremacy. 
The U.S. Market Share 
Despite having high-quality education, research, and technological supremacy, the U.S. 
market share of international students is eroding. The growing competition among countries for 
international students, as well as the unsettling political climate in the United States and the 
negativity surrounding U.S. immigration laws, have impacted the enrollment numbers of 
international students in U.S. higher education institutions (Redden, 2018). According to 
NAFSA (2019a), in 2001, the United States attracted 28% of international students globally, but 
this declined to 22% in 2018 while the proportion of international students attending higher 
education institutions in the United Kingdom, Germany, France, and Australia increased. Also, 
with the recent political climate, international student enrollment in the United States has 
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dropped significantly. In 2017, the overall international student enrollment in the United States 
declined by 4% over the previous year (Anderson, 2018). In contrast, Canada experienced a 22% 
increase in the enrollment of international students between 2015-2016 and 2016-2017 
(Canadian Bureau of International Education, 2018), and Australia registered gains of 4% in 
2019 when compared to its share in 2001 (IIE 2019b). 
Immigration policies and initiatives are not sufficiently conducive to keeping the best and 
the brightest of these graduates in the United States. These policies have reduced the number of 
temporary work visas in the United States as well as the number of employment visas (Anderson, 
2018). Also, reductions in the number of post-completion optional practical training (OPT) visas 
have impacted student decisions to choose the United States when determining where to go to 
college, as witnessed by the decline in students entering the United States in 2016-2017 
(Anderson, 2018).  
International Student Services 
Much of the conversation on international students studying in American colleges and 
universities focuses on their experiences, the challenges they face, and the barriers to 
transnational migration (i.e., the process by which immigrants and the countries they immigrate 
to adapt to each other). In contrast, relatively little has been written about institutional services 
for these students. In the last decade (2009-2019), the challenges faced by international students 
and identified in the literature are many and varied, relating to themes such as adjustment, 
satisfaction, learning, social media, discrimination, class participation, and post-colonial 
narratives (Raby & Zhang, 2020). This complicates the university’s role in providing services 
that help international students as these challenges identified in literature, according to Raby and 
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Zhang, 2020, are quite varied. Therefore, this chapter examines those challenges and the services 
that have been employed to address them.   
Challenges Faced by International Students  
As impressive as the strengths of the United States are in attracting international students, 
patterns and trends in student migration show a decline in enrollments of international students 
U.S. colleges and universities. American institutions are now tasked to ramp up their campus 
internationalization initiatives, including the expansion of carefully designed student services 
that address the challenges of diverse student populations. The literature examining international 
student experiences in American institutions refers to the many challenges these students face 
while they pursue their higher education degrees. Despite the varying themes in international 
student challenges, the challenges faced by international students living and studying in the 
United States can be loosely categorized into four domains: academic, social, financial, and 
cultural (Hayes & Lin, 1994; Zhai, 2002). 
Academic issues are by far the most intimidating for students on campus. Insufficient 
English language proficiency makes it difficult for international students to seek help from 
faculty and fellow students, as do classroom learning norms and faculty-student interactions that 
are different from those that the students are used in their home countries (Smith, 1999). These 
issues arise for international students, even if they are motivated to study in an unfamiliar 
environment. Students prepare themselves for academic expectations, including reading, writing, 
and classroom participation, even before they arrive in the United States. However, they often 
overestimate their proficiency. They have academic challenges, especially in speaking and group 
work that requires critical thinking skills (Andrade & Evans, 2009). Bista and Foster (2016) 
further attest to the academic challenges of international students for whom time management, 
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dueling agendas, and socioeconomic struggles are real. Differences in educational systems, 
learning styles, English language proficiencies, teaching styles, and course content have 
contributed to stress and anxiety among these students (Alberts & Hazen, 2013; Bista & Foster, 
2016; Gebhard, 2010; Trice, 2003). 
English language proficiency has been an essential factor in academic success (Zhai, 
2002), and several authors attest that the learning experiences would be much less stressful with 
a better command of the language. As more students with limited English language proficiency 
enter the United States, the need for better-prepared teachers also increases (Zhao & Ng, 2016). 
Halic, Greenberg, and Paulus (2009) concluded that non-native-English-speaking graduate 
students perceived English as both a barrier and a channel of access. Students consider English 
as a barrier for freely expressing their feelings, or effectively participating in classroom 
discussions. However, students consider command of the English language as a way of providing 
them with access to other cultures (not only the American culture) and facilitating conversations 
that will help them share their cultures with others. Halic, Greenberg, and Paulus recommended 
that educators who work with non-native, English-speaking international students address “not 
just the academic but also relational and affective issues” (p. 92). Li et al (2016) posit that the 
formation of academic subcultures among southeast Asian students limited interactions with 
faculty and other domestic students. Faculty mentoring, teaching, and classroom expectations in 
these settings reflect the intercultural competencies of administrators, faculty, and staff who 
engage with international students. Lee and Metcalfe (2017) claim that the qualification and 
experiences of academic advisors are critical, as these professionals must act “with a thorough 
and deep understanding in culture, history, and the current sociopolitical situation of the advisees 
in mind and treat each case individually” (p. 956). 
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International students struggle in a new country, not knowing how to balance personal 
life and studies. Jameson and Loper (2017) suggest that because international students view the 
university campus through their own cultural lens, several adjustment issues arise. Harwood and 
Petric (2017) assert that “some students experience profound emotional highs and lows” (p. 187) 
as they are unable to manage their daily schedules, personal commitments, or their social life. 
Balancing academics, social life, and cultural differences in a foreign land requires time and 
management skills that are often challenging for international students (Alberts & Hazen, 2013; 
Paton, 2007). 
Financial issues pose a significant challenge for many international students. They have 
to pay full tuition costs, regardless of the type of institution they attend, in addition to other 
expenses during their stay in the United States. The tuition-fee price differential for international 
students affects their decisions about studying in the United States. Even though community 
colleges are less expensive than four-year institutions, international students are charged the full 
fee. Some international students in community colleges are afraid to transfer to a four-year 
institution because of the cost (Anayah, 2012). In addition, currency conversion rates may double 
or triple the tuition fees in comparison to those changed in their home countries. If the currency 
devalues in their home country, the students undergo undue stress and hardship. For instance, 
Turkish Lira crashed against the U.S. dollar in July 2018, causing tremendous stress for Turkish 
students studying in the United States (Pacheco, 2020). Likewise, the Indian government 
demonetized the highest value banknotes in 2016, resulting in utter chaos and stress for Indian 
students and their families. These students depend on financial sources from home, and any 
delay in receiving the money causes them undue tension. Furthermore, health insurance costs are 
high for international students. (Sherry, Thomas & Chui, 2010). 
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Social and cultural issues are common among international students. These include 
language barriers, social stigma, and racialization. Cultural differences not acknowledged by the 
domestic students and even by some administrators have been explored in detail by Andrade and 
Evans (2009). Drawing on the importance of social integration propounded by Astin’s 
(1999/1984) developmental theory of student engagement, the authors examine the importance 
of social interactions for international students. They say that because international students are 
socially challenged due to language insufficiencies and cultural differences, social integration is 
much more complicated than for domestic students. Gebhard (2010) illuminates the myriad 
issues faced by international students in the United States, including difficulties in social 
adjustment that result in frustration, anger, confusion, homesickness, and depression. Loneliness, 
isolation, and mental health problems are common for students living away from their families 
(Alberts & Hazen, 2013; Bista & Foster, 2016; Willer, 1992). 
Regarding these cultural differences as deficits, many administrators focus on helping 
international students assimilate into the U.S. culture rather than encouraging them—along with 
U.S. educators—to share their cultures and educate each other (Guo, 2015). For example, 
international students feel comfortable staying with someone from their own country, but 
residential requirements may force them to be paired with domestic students as a way of 
assimilating them to U.S. culture (Tolman, 2017). This practice creates tension, stress, and 
homesickness as international students are not prepared to instantly let go of their cultures when 
they enter the United States. This further complicates the socio-cultural challenges experienced 
by international students on campus. International students also experience racial prejudice 
(Albert & Hazen, 2013; Bista & Foster, 2016). Preconceived racial images, racial hierarchy, and 
negative racial attitudes towards certain ethnic groups are compounded by media portrayals, a 
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lack of interaction with members of other racial groups, and an unawareness of unintentional 
racist attitudes. 
Cultural differences, such as those related to food preferences, language, learning styles, 
and prior work experiences, are not always taken into consideration when colleges plan services 
for international students. For instance, international students from the Middle East may find it 
daunting to work with the opposite gender, or Asian students might struggle to talk out loud in 
class (Albert & Hazen, 2013), or Muslims students might not find a place to pray or access Halal 
food (Bilas, 2014). Failing to recognize these sorts of cultural differences impedes cultural 
diversity on campus, creates a dissatisfied student community, and hinders student success. 
There is a need for experienced staff who know how best to advise students with varied 
backgrounds. 
Campus Internationalization 
In effect, it is evident that the challenges faced by international students will continue to 
persist unless acted upon with efficient campus internationalization initiatives led by 
interculturally competent administrators, faculty, and staff. Scholars have pointed to these 
challenges as indicators of a need for comprehensive student services on campus. 
Student Engagement and Services 
Campus services to engage international students should be sensitive to their needs. 
Although international students do not always value campus life activities such as athletics and 
student activities (Bista & Foster, 2011), focusing instead on academic or legal matters, Bista 
(2015) argued for the importance of international programs, student organizations, career centers, 
and health centers that address the needs of international students specifically and not only the 
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needs of domestic students. Student services should take into account the needs of international 
students from the perspective of transnational migration.  
Scholars have identified a range of student services to alleviate the struggles of being a 
student in an alien place. These services include academic writing workshops (Alberts & Hazen, 
2013; Bista and Foster, 2016; Gebhard, 2010; Trice, 2003), mental health counseling (Mori, 
2000), career services that help students find internships and jobs (Mcfarlene, 2015; Roy, Lu & 
Loo, 2016), increased student-faculty interactions (Girmay, 2017), and efforts to support 
religious and cultural connections (Jenkins & Galloway, 2009; Özturgut & Murphy, 2009). 
Furthermore, orientation programs provide international students with information about 
academics, as well as social and cultural differences. The importance of orientation has been 
stressed by several scholars who note that that the struggles of international students can be 
alleviated by organizing pre-arrival orientations even before students leave their home countries 
(Arshakian & Wang, 2017), post-arrival orientations (Olivas & Li, 2002), and in-depth academic 
orientations (Zhai, 2002). Transition support programs, extended, semester-long orientations, and 
first-year experience programs are also important (Briggs & Ammigan, 2017). 
A recent study by Lértora, Sullivan, and Croffie (2017) showed that international students 
felt that organizational support should be “informational, emotional, tangible, and intellectual” in 
order to help them on campus (p. 2). Support services such as orientations provided both before 
the students leave their home country and upon arrival on campus also contribute to student 
success (Arshakian & Wang, 2017). An example can be seen in pre-arrival webinars that educate 
parents and students about admission requirements, required visa documents, and what students 
can expect once they reach the United States. Jennings (2017) attests to the importance of 
preparing students for visa interviews through adequate information posted on websites. The 
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author urges colleges to develop strong relationships with visa consular officers in promoting the 
value of American colleges. In addition, a strong student affairs team can help international 
students overcome challenges faced during their transition period. For example, they can conduct 
orientation programs (Olivas & Li, 2002) on arrival to educate students on the American 
educational system and the services available on campus. 
Flexible counseling services, including mental health counseling and mentoring 
programs, are ways to enhance the experience of international students. Such support, especially 
for international students suffering from social stigma, racialization, isolation, and stress, can be 
made possible only if the student affairs team is aware of the issues that students experience and 
chooses to act on them. Furthermore, Mori (2000) attest to the taboo associated with mental 
health counseling among many international students preventing them from accessing those 
services on campus. Yeh and Inose (2003) recommend mental health counseling that is group-
oriented and focused on social connectedness to help the international students overcome their 
reluctance in accessing these counseling sessions. Also, research attests to providing religious 
support for international students and their families as a way of alleviating mental stress and 
helping them cope (Bilas 2014, Jenkins & Galloway, 2009) 
Discussions of campus services for international students often neglect an important 
stakeholder group--the faculty. Student services on campus are usually targeted towards the non-
academic needs of the students, both domestic and international. Rarely do administrators 
consider training or equipping faculty to address the academic issues faced by international 
students. Kisch (2014) proposes orientation workshops and training for faculty and staff, 
emphasizing how they can interact with students in a culturally sensitive manner. The literature 
highlights the importance of faculty for international students, especially for graduate students, 
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as they tend to rely more on the faculty advisors than their domestic counterparts (Ku et al., 
2008; Schinke, da Costa, & Andrews, 2001). Though several factors that contribute to academic 
difficulties have been identified, only a handful of studies address the challenges faced by faculty 
members who teach these students. There is a need to educate the faculty so it can better meet 
the needs of international students, bridging differences in learning styles and cultural 
backgrounds (Bichelmeyer & Cagiltay, 2000).  A lack of international consciousness and 
involvement (Altbach & Peterson, 1998) poses serious challenges for faculty teaching 
international students. A pivotal study by Trice (2000) showed that although faculty members 
attempted to support international students not only as faculty but as advisors and research 
supervisors, they were often unable to do so effectively because of inadequate funding and a lack 
of formal policies on course restructuring and English language requirements.  The author 
recommends that departments forge stronger linkages with English language centers, teaching 
and learning centers, domestic and foreign student representatives, and the international student 
center so faculty can understand what the international students need and thus navigate the 
cultural differences between them and the students they serve. Several scholars recommend 
incorporating formal policies that equip faculty to implement innovative classroom teaching 
strategies and be culturally sensitive during academic advisement; examples of such policies 
include project-based classroom teaching, mentoring opportunities, and interacting or connecting 
with students outside the classroom to offer informal advising sessions (Amirali & Bakken, 
2012; Lee & Metcalfe, 2017; Mcfarlene, 2015). The academic challenges faced by international 
students can be exacerbated by ill-equipped faculty. Sufficient training that will help faculty 
members develop intercultural competencies and customize classroom teaching strategies are 
crucial to enhancing the academic experience of international students on campus. 
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Although several authors have recommended “best practices,” few of these discussions, 
outside of three notable case studies, are based on research. These case studies focus on concrete 
initiatives to address specific student challenges. An example is the University of Oregon’s 
International Cultural Service Program that engages international students in an attempt to build 
the intercultural competency of native students (Briggs & Ammigan, 2017).  In this case, the 
students are used as an instructional resource, and they receive tuition assistance for their 
participation. Another example is the successful career services program at Michigan State 
University that provides workshops to help international students navigate the complex job 
market and update them on immigration news, communication skills, and resume building 
(Michigan State University, n.d.). Another example stems from the work of Spencer (2016), who 
examined the impact of orientation and first-year programming to help in the transition of 
international students and support them through the adjustment process. Student services 
programming should train staff, faculty, and administrators to better engage international 
students. Furthermore, the support services should be designed to address U.S. immigration 
requirements, the academic demands students will face on U.S. campuses, the social integration 
of international students, their health problems, and the strategies that will help international 
students achieve their career goals. 
To summarize, the literature suggests the following as important services that enhance the 
engagement of international students on campus: 
• pre-arrival orientation programs, post-arrival orientation, transition support programs, 
extended semester-long orientations, and first-year experience programs;  
• academic orientations; 
• flexible counseling services; 
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• mentoring programs; 
• career counseling; 
• workshops to inform students of available campus services, including mental health 
services and information on U.S. visa and immigration regulations;  
• learning and development activities offered through student clubs and organizations; 
• the development of religiously affiliated centers;  
• formal policies that equip faculty to implement innovative classroom teaching 
strategies;   
• opportunities for faculty and students to connect outside the classroom; and 
• writing support. 
Intercultural and Global Competency 
One cannot dismiss the compelling need for interculturally competent staff, faculty, and 
students in U.S. higher education institutions, given the tremendous demographic shift caused by 
global student mobility. Intercultural competency, according to Fantini (2006), is “a complex of 
abilities needed to perform effectively and appropriately when interacting with others who are 
linguistically and culturally different from oneself” (p. 12). Scholars have discussed intercultural 
competencies using various models as well. Chen and Starosta’s (1996) model of intercultural 
communication competence, as well as the model developed by Bhawuk and Sakuda (2009), 
note that intercultural competency involves cognitive, affective, and behavioral learning 
processes. Despite the differences in the terminologies used in discussions of intercultural 
competence (e.g., multiculturalism, global competency, etc.), the literature has long advocated 
for intercultural competence among student affairs professionals to engage today’s increasingly 
diverse, international student population. 
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Because the needs of international students may, in many cases, be different from those 
of their domestic counterparts, culturally sensitive approaches are deemed necessary. Choudaha 
(2016) advocates for an inclusive campus environment with interculturally competent 
stakeholders, including faculty, administrators, and students. Hoekje and Stevens (2018) 
recommend that institutions hire advisors who reflect the diversity of students or at least train 
advisors to work with multicultural students. Hence there is a need to hire, prepare, educate and 
develop culturally competent student affairs administrators, attention to which may decrease the 
incidence of microaggressions towards international students (Harwood et al., 2015). 
Onyenekwu (2017) emphasizes that “Student affairs professionals should be prepared and 
culturally competent to help mitigate misunderstandings and facilitate intercultural and inclusive 
dialogue” (p. 1122). 
Furthermore, culturally responsive programming and services that specifically address 
the needs of international students, instead of blanket services for all students, are essential 
(Briggs & Ammigan, 2017; Pope & Reynolds, 2009). Effective implementation of these services 
demands interculturally trained staff (Chen & Yang, 2014; Choudaha, 2016; Koseva (2017) and 
faculty (Smith, 1999) who are sensitive to the cultural differences brought by international 
students in the classrooms, residence halls, cafeteria, and everywhere on campus. Furthermore, 
the importance of intercultural training for faculty is bolstered by Bennett and Bennet (2004), 
who indicates that faculty require international practicums or exchange experiences if they are to 
understand the cultural points of view of the international students and, as a consequence, 
enhance their classroom experience. Lee and Metcalfe (2017) recommend that colleges provide 
academic advisors with professional development opportunities abroad. Additional methods of 
enhancing intercultural competencies have been outlined by Pope and Reynolds (2009), 
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including the infusion of intercultural content within the curriculum, the implementation of 
continuing education programs for staff and faculty, and the employment of multicultural 
competencies as criteria in the performance evaluation of employees. 
Deardorff’s (2006) proposed intercultural competency model emphasizes that attitude is 
the baseline for intercultural competency. This framework also illustrates that intercultural 
competence must be intentionally addressed. Therefore, developing an individual’s intercultural 
competency relies primarily on institutional leadership, culture, and processes. Presumably, the 
ways leaders address the culture and processes of an institution hold critical implications for 
professional training and development that will strengthen international student services on 
campus. Based on the literature, the following recommendations will help higher education 
institutions develop the intercultural competence of faculty and staff, enabling them to address 
the needs of international students better: 
• hire advisors who reflect the diversity of students; 
• train or equip faculty to address the academic challenges faced by international students, 
including classroom teaching techniques and learning styles that they may not be familiar 
with; 
• offer academic advisors professional development opportunities abroad;  
• train advisors to work with international students;  
• develop culturally responsive programming and services; 
• assure that staff, administrators, and faculty are interculturally trained; 
• infuse the curriculum with intercultural content; 
• implement continuing education programs for staff and faculty; and 
• establish multicultural competencies as part of the performance evaluation of employees. 
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Assessment and Communication 
International students are often intimidated by the unfamiliar environment, people, 
culture, and activities that they encounter on campus. In addition, they have several unanswered 
questions, and they struggle for help in a student service environment that often treats all 
students the same. The mindset that all students respond identically to traditional methods of 
disseminating information (e.g., e-mails, phone calls, or flyers) prevents student affairs from 
meeting the unique needs of international students. One-on-one meetings, surveys, and group 
discussions can help administrators learn about the unique needs and challenges of the 
international student community.   
Effective communication is crucial in reaching out to these students, who may differ 
culturally in ways they communicate. Özturgut and Murphy (2009) made an important 
observation that supports this argument, noting “… the lack of direction and focus from the U.S. 
institutions of higher education in making individual connections through effective 
communications.” Analytics-driven communications strategies (Ammigan & Laws, 2018), such 
as surveys that elicit the communication preferences of international students, are required at 
institutions. Ammigan and Laws (2018) assert the importance of optimizing communication 
strategies in coordination with other institutional departments to enhance the experience and 
success of international students. 
Developing organizational learning communities in institutions is a crucial step towards 
campus internationalization. Dowd (2007) references the work of Bensimon, Polkinghorne, 
Bauman, and Vallejo (2004) in fostering organizational learning in community colleges that will 
emphasize the role of student affairs professionals as active researchers. The “practitioner-as-
researcher” model propounded by Bensimon, Polkinghorne, Bauman, and Vallejo, not only 
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closes the gap between researchers and practitioners but also increases administrator and leader 
awareness of various issues such as communication preferences of international students, their 
preferred mode of communication, the frequency of communications from the university, their 
satisfaction levels with those communications, and any cultural dissonance or lack of 
collaboration they encounter within units in the organization. Practitioner-led research can lead 
to a greater awareness of student challenges and needs, leading to the improvement of campus 
services.  
The practical knowledge obtained through these inquiries will help organizations initiate 
concrete action plans that mitigate the challenges experienced by international students. For 
instance, it is known that international students struggle with limited language proficiency (e.g., 
Andrade & Evans, 2009; Halic, Greenberg, and Paulus, 2009). However, administrators and 
student affairs staff must be aware that this problem exists in their organization. A simple survey 
of the faculty and students would help them gauge the extent of the problem and implement 
solutions such as tutoring or writing workshops.   
A common trend among U.S. institutions is achieving institutional strategic goals through 
internationalization. Assessment plans for international programs in U.S. universities have 
traditionally focused on impact of study-abroad programs on student learning (Paige, Cohen & 
Shively, 2004). Institutions must, therefore, be cautious in implementing the internationalization 
of campuses, questioning why this internationalization is necessary and how it contributes to the 
institution’s broader goals. The impact of internationalization is often missed when the focus 
shifts from the big picture to the implementation of day-to-day tasks. Braskamp (2010) argues 
that in addition to student learning activities and outcomes that are featured in campus 
internationalization strategies, the socio-cultural environment on campus should also be 
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considered, as it largely influences an institution’s internationalization activities. Bresciani 
(2009) posits that assessments should articulate what the program intends to establish concerning 
its services. In other words, the goals must be clear and laid out as a systematic process. There is 
a need for ongoing assessment processes that help leaders understand the needs of international 
students, develop strong teams of administrators and counselors who can work to address those 
needs, and secure the resources needed to help ease the transition of international students 
(Perez-Encinas & Ammigan, 2016; Zhao, Kuh, & Carini, 2005). 
Hence a comprehensive assessment plan should be a university-wide responsibility and 
must involve all segments of the institution. An ongoing, regular assessment is critical in 
fulfilling the mission of the institution in all respects. Cultivating an influential culture of 
assessment that supports institutional effectiveness is crucial to determining if programs and 
services make a difference. Internationalization cannot be viewed just in terms of what 
institutions do, but most importantly, in conjunction with student learning as well. A well-
planned assessment effort can help shape the programs and services and aid in the betterment of 
the desired student outcomes. 
Thus, internationalization in American institutions should include a detailed assessment 
and communications plan, as the literature suggests. The following actionable items outlined by 
scholars are crucial to ensuring that international students are provided an opportunity to voice 
their needs and relay their demands to student affairs administrators: 
• develop an analytics-driven communication strategy; 
• understand the type of information they prefer to receive, the mode of communication 
they prefer, and the frequency with which they prefer to receive the information; 
• institute a comprehensive assessment plan; and 
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• follow a “practitioner-as-researcher” model for student affairs personnel where students 
are surveyed to understand their preferences in student services. 
Institutional Leadership and Support 
 Institutional support for campus internationalization is strengthened in two ways. First, a 
well-structured student affairs or services team is necessary to plan and execute initiatives that 
address the challenges faced by international students. Long wait times and unaddressed queries 
of international students can be minimized by hiring adequate personnel to carry out 
international student affairs work (Isomine, 2015). Furthermore, administrators in U.S. 
institutions may not be familiar with the practices and cultures of these students and, as a result, 
expect them to adhere to rules, deadlines, and procedures that are new and unfamiliar to them. 
Better services can be provided to alleviate unnecessary stress and tension for international 
students to the extent that administrators have access to research on the backgrounds of these 
students and an understanding of their educational experiences before coming to the United 
States as most staff and personnel are not experienced enough to understand the needs of 
international students (Özturgut, 2013). This can be accomplished by hiring personnel who have 
prior experience with other cultures or who have worked with international students (Özturgut & 
Murphy, 2009). Such actions stem from leadership that encourages a comprehensive 
internationalization strategy (DiMaria, 2012), an organizational structure that coordinates 
services for international students in one highly specialized unit such as an international student 
office (Knight, 2011a) and an adequate budget and staff for international student services 
(Isomine, 2015). 
Second, campus internationalization initiatives have failed in several institutions due to 
disconnects between departments and a lack of collaboration toward common goals. A unified 
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internationalization strategy, which includes student affairs teams, is lacking in higher education 
institutions, a phenomenon that several researchers have deemed problematic (De Wit, 2002; 
Knight, 1994; Paige, 2005). Also, the lack of a campus-wide understanding of 
internationalization strategy compounds this problem (Childress, 2009). International strategic 
planning committees and student affairs departments work in silos and have a strong desire to be 
involved in the internationalization efforts (DiMaria, 2012). As a consequence, a distinct gap 
may exist between student affairs’ perceptions of those needs and what international students 
expect from their institutions. Hudzik (2011) observes, “although sometimes ignored, these 
offices and programs are in strategic positions on campus to either help or hinder (by omission or 
commission) facilitating and supporting comprehensive internationalization” (p.21). DiMaria 
(2012) posits that student affairs personnel have an ardent desire to be involved in 
internationalization efforts but are not provided with clear opportunities to do so.   
Although it is apparent that there is a widespread move towards internationalization 
among higher education institutions, it is interesting to find varying degrees of 
internationalization on campuses. These variations can be attributed to several factors, including 
a lack of strategic planning and a lack of administrative support for and commitment to 
international education (De Wit, 2002; Knight, 2004). 
The American higher education system is feeling the pressure to articulate, organize, 
advocate, and lead the way in internationalization. Establishing the lack of proper strategic 
planning and the non-inclusion of student affairs in campus internationalization should spur 
further research on the extent to which U.S. colleges and universities do or do not sufficiently 
plan for international students. Among the organizational deficits, internationalization activities 
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are confined to a rather narrow definition of what the international students may need as opposed 
to what they need. 
Specifically, the following recommendations, if followed by American higher education 
institutions, could help build a strong community that is culturally responsive to international 
students and enable them to better accommodate themselves in their new environment: 
• develop a campus-wide understanding of internationalization strategy; 
• establish strategy planning teams that involve student affairs professionals and employ 
collaborative planning approaches; 
• establish one highly specialized unit such as an international student office; 
• assure that there are an adequate number of staff members for international student 
services; and 
• provide an adequate budget for international student services 
Summary 
           This chapter includes a review of the literature, which frames the study and the survey 
instrument. The chapter began with a review of global student mobility, the role of the United 
States amidst these trends, and implications associated with each. Additionally, the chapter 
examined the key conversations in the literature on campus internationalization, beginning with 
efforts to define the concept. The literature on international student challenges was examined in 
detail in addition to the literature on international student services across four themes: Student 
engagement and services, assessment and communication, intercultural and global competence, 
and institutional leadership and support. Recommendations, drawn from the literature, for 
addressing the challenges faced by international students were noted under each theme. These 
recommendations were used in the development of the questionnaire items employed in this 
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study.  The next chapter examines the development of the questionnaire, as well as the processes 























CHAPTER III: RESEARCH METHODS 
Offices of international students and services in American colleges and universities 
occasionally gauge the satisfaction of international students with campus services using 
instruments such as the International Student Barometer and the National Survey of Student 
Engagement (e.g., Korobova & Starobin, 2015; Nilsson & Ripmeester, 2016). However, none of 
these survey instruments has been designed to systematically document the services that colleges 
and universities actually provide international students, nor have prior studies assessed those 
services against recommendations in the literature concerning how colleges and universities 
might best help these students. Therefore, this study examines the perceptions of international 
student services personnel concerning the services that colleges provide and the services that, 
according to the literature, should be provided. In addition, the study also examines the gap (to 
the extent there is one) between these perceptions. Drawing on a survey of Midwestern members 
of NAFSA, the study is guided by the following research questions: 
1. What services do student services personnel perceive that their institutions are providing 
for international students?  
2. What services do student services personnel perceive that their institutions should be 
providing for international students?  
3. Is there a gap between what services student services personnel perceive that their 
institutions are providing and what services should be provided?  
Data Inquiry Strategy 
The study utilized a quantitative research design employing an internet survey to elicit 
primarily close-ended responses. According to Creswell (2009), quantitative research is the best 
approach for understanding the relationship between variables. Survey research is often used to 
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quantify attitudes, perceptions, and opinions of a subset of a population, sometimes assessing the 
probability that responses from that subset are representative of the population as a whole 
(though this exploratory study does not aim for generalizable findings).  In addition, internet 
surveys are less expensive and more convenient modes of collecting data while maintaining 
anonymity. 
Designing the Instrument 
The researcher analyzed several journal articles and ran an ERIC database search using 
several descriptors (e.g., student services, international/foreign students, campus services) to 
identify research that may contain instruments. The Mental Measurements Yearbook was also 
checked for instruments analyzing campus services for international students. Having found no 
instruments that address the research questions, or that serve the objectives of this study, the 
researcher decided to develop an instrument of her own.  
Three steps were employed in developing an initial survey instrument. The first step was 
the development of a draft questionnaire on the basis of the literature examined in Chapter Two. 
This draft questionnaire (Appendix A) was designed to answer the research questions outlined 
earlier and consisted of two sections. The first section included 31 statements covering the 
campus services recommended in the literature. For each item, respondents were asked to rank 
their level of agreement concerning (a) the extent to which the statement reflects what their 
institutions actually do for international students and (b) the extent to which the statement 
reflects what their institutions should do for international students.  This allowed the researcher 
to get a sense of how those responsible for the well-being of international students perceive that 
their institutions are doing what needs to be done. Items in the survey were organized according 
to the conceptual framework, reflecting four key areas of campus internationalization: student 
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engagement and experience, intercultural and global competence, assessment and 
communications planning, and institutional leadership and support. These four categories are 
listed in Table 1, below, along with the questionnaire items associated with each. 
The second section of this initial questionnaire collected demographic and background 
data on the respondents, as well as questions related to the institutions they represent, including 
the challenges faced by the institution in recruiting international students, the types of services 
those institutions provide international students, and the offices that oversee those services.  The 
last three items in the second section were open-ended questions eliciting information on the 
current services offered for international students and the challenges faced in offering 
comprehensive international student services. This section provided additional information on 
the barriers to implementing comprehensive international campus services.  
The second step in designing the questionnaire involved a qualitative assessment 
involving five selected NAFSA members who work at university offices devoted to international 
students.   Purposive sampling and snowball sampling were used to identify a group of 
individuals who are knowledgeable about international student services. The researcher chose 
individuals outside the Midwest. The researcher used her own judgement to choose individuals 
who are NAFSA members and who head the offices devoted to international students at public 
and private universities. After choosing one Director of international and Student services at a 
public university in Kentucky, the researcher used references from this individual to contact 
others. In this way, five individuals from private and public universities in California (2), 
















• My institution provides/should provide career services that help international students find on-campus, part-
time jobs 
• My institution provides/should provide career services that help international students by helping them find 
internships or other employment opportunities that relate to coursework. 
• My institution provides/should provide career services that help international students find work or 
internships after graduation. 
• My institution offers/should offer workshops to help international students overcome their reluctance to 
access mental health services. 
• Counselors and advisors in my institution reach out / should reach out to international students informally on 
campus as a way of overcoming any reluctance they may have to seek out help for personal concerns or 
problems they are encountering.   
• My institution provides /should provide workshops/programs to help international students understand U.S. 
government regulations on maintaining student visas. 
• My institution provides /should provide opportunities for international students to develop professional 
connections with faculty members outside of class. 
• My institution provides /should opportunities for international students to interact with and learn from 
students of other cultures through activities on and off campus. 
• My institution provides/should provide opportunities for international students to participate in learning and 
development activities offered through student clubs, organization, and activities. 
• My institution develops/should develop religiously affiliated centers for international students, recognizing 
that their cultural needs are different from those of domestic students 
• My institution provides /should provide academic writing support for international students that emphasizes 
rich content rather than mere grammatical correctness. 








Corresponding survey items 
• My institution provides/should provide in-depth academic orientations that help international students 
understand how the expectations made of them in American classrooms may differ from what they 
experienced in their home countries. 
• My institution provides / should provide transition support programs for international students immediately 
after their arrival on campus 
• My institution provides/should provide extended, semester-long orientations that support international 
students during their first months at the institution. 
• My institution provides/ should provide first-year experience programs lasting a whole year to support 
international students. 
• My institution provides/should provide pre-engagement (i.e., pre-arrival) support programs that provide 
(international students with information about academics, as well as social and cultural differences, even 
before they leave their home countries.   
• My institution provides/ should provide faculty members with training on how American classrooms and 






• My institution provides/should provide student affairs staff with training that will enhance the intercultural 
competence needed to work with international students. 
• My institution builds/ should build intercultural competence among its faculty through opportunities for 
international exchange.   
• My institution includes/ should include intercultural competence development in annual staff appraisals. 
• My institution offers/should offer continuing education programs that help staff build intercultural 
competence 
• Courses throughout the curriculum build/should build the intercultural competencies of both domestic and 
international students. 
• My institution provides/ should provide academic advisors with opportunities for professional development 
abroad. 
• My institution provides/ should provide certificate courses on various aspects of intercultural competence 
(e.g., communication, empathy, cultural considerations etc.) for international student services (ISS) staff 












• My institution surveys/Should Survey international students on a regular basis to understand their preferences 
for receiving information (e.g., e-mail, face-to-face, social media, etc.) 
• My institution surveys/ Should Survey international students on a regular basis to understand how frequently 
they would prefer to receive information from their institutions. 
• My institution surveys/should survey international students on a regular basis to understand the types of 
information that will be most helpful to them. 







• My institution has an office that coordinates support services for international students across the campus.   
• My institution adequately staffs/should adequately staff student affairs offices so that international students 
do not have to wait too long to get their queries addressed. 





An e-mail was sent to these individuals requesting their feedback on the clarity of the 
questionnaire items; a follow-up phone conversation was conducted with each participant to 
discuss his or her feedback. The participants recommended clarifying the questions by changing 
some words, rearranging the questions, and combining some questions for better clarity. Also, 
the respondents recommended moving questions concerning demographics to the beginning of 
the survey. The questionnaire was modified accordingly and was reduced from 31 paired 
statements to 27 (Appendix B).   
Step 3 involved pre-testing the instrument, examining its reliability, employing factor 
analysis to determine the instrument’s alignment with the study’s conceptual framework, and 
determining if the length of time required to complete the survey was acceptable to respondents. 
Pretesting the questionnaire was conducted by sending the questionnaire to 70 international 
student services professionals who are NAFSA members. These individuals were randomly 
selected from those employed in international student services offices in four-year public and 
private institutions outside of the Midwest. E-mail messages were sent to these professionals, 
requesting their participation in the pilot survey and providing them with the survey web address 
and instructions necessary to complete the survey.  In addition to answering the survey questions, 
the pilot participants were asked to provide feedback on the time taken to complete the survey 
and note any computer glitches they may have encountered while completing the survey.  
The pilot survey was completed by 43 participants within two weeks of this email 
communication. After receiving the survey results, the researcher analyzed the feedback 
provided by the respondents, which focused on five issues: 
a. The survey was too long. The time taken to complete the survey exceeded 20 
minutes, resulting in several missing responses. 
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b. The placement of the items in the survey (i.e., 27 “as is” statements followed by 27 
“should be” statements) made it difficult for respondents to complete the survey. It 
became clear that the questionnaire should be comprised of paired statements (i.e., 
each “as is” statement and its corresponding “should be” statement placed side-by 
side).  
c. Part 2 of the survey took too long to complete, and most respondents skipped the 
questions. 
d. Statements in the questionnaire were often deemed too lengthy, causing 
respondents to lose interest. 
e. Finally, the survey should be available on a mobile-friendly platform with the two-
part statements side by side.  
The researcher also employed the Kaiser-Meyer-Olkin Measure of Sampling Adequacy 
and factor analysis.  A Cronbach alpha coefficient of 0.838 (n = 42) suggested that the 
instrument scales are consistent and reliable. However, because there were several missing 
values, the factor analysis did not yield any meaningful output. Hence the mean differences for 
paired statements (i.e., the mean difference in responses to each “as is” statement and its 
corresponding “should be” statement) were calculated.  Very low mean differences indicate that 
the items represent common practices followed by institutions. Accordingly, eight paired 
statements with mean differences between 0 and 0.50 were eliminated: 
• My institution should survey international students on a regular basis to understand the 
types of information or communication that will be most helpful to them.  
• My institution provides/should provide workshops or programs to help international 
students understand U.S. government regulations on maintaining student visas 
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• My institution provides/should provide opportunities for international students to interact 
with and learn from students of other cultures through activities on and off campus. 
• My institution provides /should provide opportunities for international students to further 
their learning and development through participation in student clubs, organizations, and 
other campus activities. 
• My institution provides/should provide in-depth on-campus academic orientations that 
help international students understand how American classrooms may differ from what 
they experienced in their home countries. 
• My institution builds intercultural competence among its faculty through opportunities 
for international exchange 
• My institution provides academic advisors with opportunities for professional 
development abroad that help develop intercultural competence 
• My institution should provide certificate courses on various aspects of intercultural 
competence (e.g., communication, empathy, cultural considerations, etc.) for 
international student services (ISS) staff. 
Next, the following three statements were combined because they were essentially 
redundant: “My institution should help international students find on-campus part-time 
assistantships”; “My institution helps/should help international students find internships or 
training opportunities that relate to coursework”; “My institution provides/should career services 
that help international students find work internships after graduation.”  The new, combined 
statement was, “My institution helps international students find on-campus, part-time 
assistantships and student work.”  
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Then, the researcher used the literature on intercultural competence to add the following 
item to the survey: “My institution intervenes in an appropriate manner when staff engage in 
behaviors that show cultural insensitivity, racial biases, or prejudice.” The literature emphasizes 
the importance of incorporating cultural competencies in practice and holding institutional 
leaders accountable for this (Deardoff, 2004; Goode, 2002).  This question replaced three items 
on intercultural competence that were eliminated as a way of shortening the survey: “My 
institution builds intercultural competence among its faculty through opportunities for 
international exchange”; “My institution provides academic advisors with opportunities for 
professional development abroad that help develop intercultural competence”; and  “My 
institution provides certificate courses on various aspects of intercultural competence (e.g., 
communication, empathy, cultural considerations, etc.) for international student services (ISS) 
staff.” 
Next, the background questions in the pilot survey were deleted, also as a way of 
reducing the length of the survey. Questions on the type of institution and the total number of 
international students enrolled, were retained, while two more questions were added: “My 
institution has an internationalization strategic plan” and “My institution’s budget includes 
monies that are specifically targeted for international student services.”  Also, open-ended 
questions were eliminated, as were questions eliciting demographic data on the respondents 
themselves. Thus, the final survey included two background questions and 21 paired statements 
describing institutional actions, programs, or services that are designed to help international 
students (Appendix C). Each pair of statements asked respondents to indicate their level of 
agreement that the action, program, or service specified in the statement reflects (a) actual 
practice at their institutions and (b) practice as it should be at their institutions. After obtaining 
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approvals from the dissertation committee and Illinois State University’s IRB, the questionnaire 
was administered to a sample of international student services professionals in both public and 
private four-year institutions in the Midwest; pilot participants were not included in the study 
sample. Appendices D and E provides copies of informed consent forms.   
Study Participants and Procedures 
The population from which the sample for this study was drawn consists of international 
student affairs professionals employed at four-year public and private institutions within the 12 
states that comprise the Midwest Higher Education Compact (MEHC): Illinois, Indiana, Iowa, 
Kansas, Michigan, Minnesota, Missouri, Nebraska, North Dakota, Ohio, South Dakota and 
Wisconsin. The participants were selected from the NAFSA member directory. NAFSA is the 
largest association of professionals committed to international higher education. Its members 
seek to integrate international perspectives in every aspect of higher education and include 
students and academic researchers, as well as frontline professionals such as presidents, provosts, 
and deans.  This nonprofit organization has more than 10,000 members from over 2000 
institutions in the United States.  
As a first step in identifying respondents for this study, the researcher identified the 
members listed in the directory who (a) worked at a public or private university in one of the 
MHEC states (n=1940) and (b) belonged to NAFSA’s Leading Internationalization Network (n = 
565). This “network provides resources and guidance for international education leaders 
worldwide on a full range of topics, from management and leadership to partnerships to 
assessment and evaluation” (NAFSA, 2019a, para. 2)   The researcher then reviewed 
organizational charts of student affairs divisions located at each institution in the Midwest to 
identify those individuals in this subgroup who engage in student affairs work with international 
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students (as opposed, for example, to working as a faculty member or in some other aspect of 
university operations). This led to a total of 272 potential respondents comprised of managers, 
administrators, and those in leadership positions in student services offices devoted to academic 
services, career services, counseling services, health services, legal services, residence services, 
and recreation services for international students.   
A personal e-mail was sent to all potential participants in September 2019, requesting 
their participation in the study and providing them with a link to a Qualtrics site where they 
could respond to the questionnaire.  An e-mail analytics feature allowed the researcher to track 
responses and send reminder e-mails with personalized messages. After two weeks, 65 responses 
(23.3% response rate) had been received.  A reminder e-mail was then sent to all the participants, 
increasing the total number of responses to 99 (35.6% response rate).  The researcher then sent a 
personal letter to the entire sample of 272 individuals. This personalized touch increased the 
number of responses to 158 (56.8%) within two weeks of the mailing. A final reminder e-mail 
was sent to the potential respondents on November 4, 2019.  Finally, the survey was closed on 
November 15, 2019, after a total of 207 responses had been received, yielding a response rate of 
74.5%.  Of the 207 responses, only 147 had complete responses and so the 147 responses 
analyzed. 
Data Analysis 
Survey responses were analyzed with SPSS statistical software (version 26) to answer the 
study’s research questions. A factor analysis was first conducted to identify those survey items 
that can be grouped into factors, reducing the number of paired statements that could be subject 
to analysis.  Response rates and mean responses were calculated for the statements in those 
factors. Inferential statistics (t-tests) were then used to compare the respondent perceptions of the 
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extent to which statements reflect actual practice and the extent to which the respondents 






















CHAPTER IV: RESULTS 
This study examines the perceptions of international student services personnel on the 
services that colleges provide and the services that, according to the literature, should be 
provided. In addition, the study also examines the gap (to the extent there is one) between these 
perceptions. The data were collected using an online survey. This chapter details survey results, 
beginning with descriptive statistics on the types of institutions at which the respondents were 
employed as well as on the number of international students enrolled at those institutions.  The 
results of a factor analysis undertaken to meaningfully group items and reduce the number 
subject to analysis are then presented. Finally, descriptive and inferential statistics are employed 
to answer the study’s three research questions:  
1. What services do student services personnel perceive that their institutions are 
providing for international students?  
2. What services do student services personnel perceive that their institutions should be 
providing for international students?  
3. Is there a gap between what services student services personnel perceive that their 
institutions are providing and what services should be provided? 
Participants and Their Institutions 
 The participants in this study are employed at public and private universities in the 12 
states that comprise the Midwest Higher Education Compact, are members of NAFSA, and work 
in offices that provide institutional services for international students. As data in Table 2 
indicate, most (61.2%) of the 147 respondents are employed at public institutions; 38.2% are 
employed at private institutions, and one respondent did not indicate the type of institution at 




Distribution of Respondents, by Institutional Type 
Institutional type N % 
Four-year public college or university 90 61.2 
Four-year private, non-profit college or university 53 36.1 
Four-year private, for-profit college or university 3 2.0 
Unknown 1 .7 
Total 147 100.0 
 
Midwestern universities and colleges enroll a high number of international students. As 
data in Table 3 indicate, about 35% of the universities at which the respondents are employed 
enroll 100-500 international students while another 35% enroll more than 1,000 students. In 
total, 50% of the institutions enroll more than 500 international students. indicating a strong need 
for robust student services geared toward their needs.  The proportion is even higher (70%) when 
looking at public institutions only.  
Table 3  
Number of International Students at the Respondent’s Institutions, by Type of Institution 
 
 Public  Private, nonprofit 
 For-profit 
private 















51-100  5 5.6  10 18.9  0 0.0  15 10.3 
101-250  5 5.6  16 30.2  0 0.0  21 14.4 
         (Table continued) 
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500-750  13 14.4  3 5.7  0 0.0  16 11.0 
751-999  5 5.6  0 0.0  0 0.0  5 3.4 
1000-2000  16 17.8  0 0.0  1 33.3  17 11.6 
2001-4999  19 21.1  5 9.4  0 0.0  24 16.4 
>5000  9 10.0  1 1.9  0 0.0  10 6.8 
Total  90 100.0  53 100.0  3 100.0  146 100.0 
 
Factor Analysis 
 The participants in this research were presented 21 paired statements on various campus 
services that the literature suggests are needed by international students. They were asked to rate 
their level of agreement that (a) the statement reflects current practice at their institutions and (b) 
the statement reflects what should be done at their institutions.  Following the principle of 
parsimony, exploratory actor analysis was conducted as a data reduction technique in SPSS. 
Before proceeding to the factor extraction, the Kaiser-Meyer-Olkin (KMO) measure of sampling 
adequacy was performed to determine if there is a linear relationship between the variables and if 
the factor extraction can be performed. The KMO value for the items were .798 indicating that 
the sample is adequate. Bartletts’ test of sphericity, which assesses the correlation between the 
variables, was undertaken as well; results the assumption of factorability (χ2 (42) = 673.382, p < 
.001.) 
Once the factorability was established, the researcher proceeded to perform factor 
extraction to identify the categories and to determine the extent to which those categories match 
the four dimensions of the conceptual framework adapted from Briggs and Ammigan (2017). 
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The principal component matrix is considered most appropriate for factor extraction (Fabrigar et 
al., 1999) and was used in this instance. In order to determine the factors, the researcher used 
factor loadings above .33 to ensure that at least 30% of the items are explained and related. The 
factors were ranked on their mean scores. Two of the 21 paired statements did not meet the 
desired correlation of .33 or higher and were thus removed as they were not correlated with the 
other items:  “My institution writes/should write notices and communications to international 
students in their native languages,” and “My institution understands/should understand that it is 
necessary to use alternatives formats (e.g., face-to-face, social media, etc.) in addition to written 
formats when communicating with international students.” After removing the two questions, the 
factor reduction resulted in three components that correspond to three of the dimensions of the 
conceptual framework adapted from Briggs and Ammigan: (a) student engagement and services, 
which includes seven paired statements; (b) intercultural and global competence (IGC), which 
includes five paired statements, and (c) institutional leadership and support (ILS), which includes 
7 paired statements. Table 4 lists statements arranged by the specific categories they fall into. 
Table 4 
Study Variables Grouped as per the Categories 
 
Category Variable Number of participants responding to each item 
 
 




and services  
 
My institution surveys/should survey 
international students to understand how 
frequently they would prefer to receive 








Category Variable Number of participants responding to each item 
 
 
As is  Should be 
 
 
My institution assesses/should assess the extent 
to which international students are satisfied 











    
 
My institution provides/should provide pre-
engagement (i.e., pre-arrival information for 
international students on academics, social and 
cultural differences in the U.S., even before 
they leave their home countries 
 
147  137 
 
My institution provides/should provide 
extended, semester-long orientations for 
international students during their first months 
at the institution. 145  140 
 
My institution provides/ should provide writing 
support for international students that goes 
beyond grammar and emphasize disciplinary 
content and context. 147  138 
 
My institution provides/ should provide 
opportunities for international students to 
interact with faculty members outside of class. 145  138 
 
My institution helps/should help international 
students find part-time assistantships or 








My institution provides/ should provide faculty 
members with training on how American 
classrooms and instructional techniques differ 
from what international students have been used 






Category Variable Number of participants responding to each item 
 
 
As is  Should be 
  
My institution provides/ should provide training 
in intercultural competence for faculty and staff 
who work with international students. 146  139 
 
My institution includes intercultural 
competence as a criterion in performance 
appraisals of faculty and staff who work with 
international students. 142  141 
 
My institution assures/should assure that 
courses throughout the curriculum build the 
intercultural competencies of both domestic and 
international students. 146  139 
 
My institution intervenes/should intervene in an 
appropriate manner when faculty and staff 
engage in behaviors that show cultural 
insensitivity, racial biases, or prejudice 146  140 





My institution helps/should help international 
students overcome any reluctance they might 
have to access counseling services (e.g., mental 
health services. 145  137 
 
My institution develops/should develop 
religiously affiliated centers for international 
students, recognizing that their cultural needs 















My institution has/should have a strategic plan 
for international student services or includes 
international student services in the strategic 






My institution’s budget includes/should include 
monies that are specifically targeted for 
international student services. 146  137 




Category Variable Number of participants responding to each item 
 
 
As is  Should be 
     
  
My institution has/should have an office that 
coordinates support services for international 
students 146  135 
 
My institution adequately staffs/should 
adequately staff international student offices or 
international student affairs offices. 147  139 
 
My institution hires/should hire personnel in 
international student offices or international 
student affairs units who have previous 
experience working with international students. 147  135 
     
 
Research Question 1: What Services Do Respondents Perceive that Their Institutions are 
Providing for International Students? 
The first research question aims to understand the views of the respondents towards the 
current state of international student services. As described in the previous chapter, the internet 
survey posed statements regarding campus services for international students.  The rating scale 
used in the survey was from 1 to 5, with 1 indicating “don’t know,” 2 indicating “strongly 
disagree,” 3 indicating “disagree,” 4 indicating “agree,” and 5 indicating “strongly agree.” The 
following paragraphs detail responses to items in each of the three categories that emerged from 
the factor analysis.  
Student Engagement and Services (SES) 
A majority of respondents (60-70%) agreed or strongly agreed that most of the statements 
in the SES category reflect actual practice at their institutions. Those statements, in order of 
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mean ratings relate to prearrival orientation, help in finding part-time assistantships or 
employment on campus, writing support that goes beyond grammar and emphasizes disciplinary 
content and context, the provision of opportunities to interact with faculty members outside of 
class, and the assessment of student satisfaction with campus services.  There were two 
exceptions, however. Most respondents (~60%-65%) disagreed or disagreed strongly that their 
institutions survey international students to understand how frequently they would prefer to 
receive information, and that their institutions provide extended, semester-long orientations for 
international students during their first months at the institution. 
Table 5 

















My institution surveys 
international students to 
understand how frequently they 
would prefer to receive 
information from the institution 
15.6 25.5 41.1 14.9 2.8 2.64 
 
My institution assesses the extent 
to which international students are 
satisfied with campus support 
services. 
























My institution provides pre-
engagement (i.e., pre-arrival 
information for international 
students on academics, social and 
cultural differences in the U.S., 
even before they leave their home 
countries 
2.0 2.0 10.2 40.8 44.9 4.24 
 
My institution provides extended, 
semester-long orientations for 
international students during their 
first months at the institution. 
2.1 19.3 44.1 21.4 13.1 3.24 
 
My institution provides writing 
support for international students 
that goes beyond grammar and 
emphasize disciplinary content and 
context. 
4.8 6.1 10.2 46.9 32.0 3.95 
 
My institution provides 
opportunities for international 
students to interact with faculty 
members outside of class. 
9.0 2.1 17.2 46.2 25.5 3.77 
 
My institution helps international 
students find part-time 
assistantships or employment on 
campus. 
0.0 3.4 17.0 53.1 26.5 4.03 
 
      
 
Intercultural and Global Competency (IGC) 
Among the statements in the intercultural and global competency category (Table 6), 
none yielded a mean score above 4, indicating that this aspect of work with international students 
may need additional attention. On average, 60% of the respondents disagree or strongly disagree 
that the practices reflected in these statements reflect actual practice at their institutions.  When 
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asked if their institutions include intercultural competence as a criterion in performance 
appraisals of faculty and staff who work with international students, 31.0% disagreed and 27.5% 
strongly disagreed. Furthermore, 29.7% strongly disagreed and 18.6% disagreed that their 
institutions provide faculty members with training on how American classrooms and 
instructional techniques differ from what international students have been used to in their home 
countries. Similarly, 26.0% disagreed and 19.9% strongly disagreed that their institutions train 
faculty and staff on intercultural competencies. In contrast, however, 47.3% agreed and 21.2% 
strongly agreed that their institutions intervene if faculty and staff engage in behaviors that show 
cultural insensitivity, racial biases, or prejudice. In terms of curriculum, responses were mixed; 
38.3% of respondents disagreed or disagreed strongly that their institutions assure that courses 
throughout the curriculum build the intercultural competencies of both domestic and 
international students, while 44.6% agreed or disagreed strongly.  
In short, responses in this category suggest that more attention to intercultural or global 
competency is warranted.  It is interesting to note, however, that many respondents were unsure 
of what their institutions may be doing in this area. For example, 30.3% of the respondents didn’t 
know if intercultural competence factored into the performance appraisals of faculty and staff. In 
addition, 17% didn’t know if courses at their institutions strengthen the intercultural 









Responses to Actual Practice for Intercultural and Global Competency Component 













My institution provides 
faculty members with 
training on how American 
classrooms and 
instructional techniques 
differ from what 
international students have 
been used to in their home 
countries. 
8.3 18.6 29.7 32.4 11.0 3.19 
 
My institution provides 
training in intercultural 
competence for faculty and 
staff who work with 
international students. 
7.5 19.9 26.0 34.9 11.6 3.23 
 
My institution includes 
intercultural competence as 
a criterion in performance 
appraisals of faculty and 
staff who work with 
international students. 
30.3 27.5 31.0 8.5 2.8 2.26 
 
My institution assures that 
courses throughout the 
curriculum build the 
intercultural competencies 
of both domestic and 
international students. 
17.1 8.2 30.1 38.4 6.2 3.08 
 
My institution intervenes in 
an appropriate manner 
when faculty and staff 
engage in behaviors that 
show cultural insensitivity, 
racial biases, or prejudice 
 




Institutional Leadership and Support (ILS) 
Respondents appeared more certain in their ratings of statements in the institutional 
leadership and support category (Table 7). Almost all (97%) agreed that their institutions have an 
office created exclusively to cater to the international student population, and 85% agreed or 
strongly agreed that these offices hire staff who have previous experience working with 
international students.  In addition, the 58.6% of the respondents agreed and 25.5% strongly 
agreed that their institutions help international students overcome any reluctance they might have 
to access counseling services (including mental health services). In terms of available monies, 
44.5% agreed and 33.6% strongly agree that institutional budgets include funds that are targeted 
specifically toward international student services.  However, 52.4% disagreed or disagreed 
strongly that their institutions adequately staff international student offices. In addition, 21.2% 
disagreed and 15.1%strongly disagreed that the strategic plans developed by their institutions 
include plans for services that support international students. In terms of religiously affiliated 
centers for international students, 43% of the respondents disagreed or disagreed strongly that 
their institutions attend to this, while 50% agreed or strongly agreed. 
In short, both public and private institutions have a dedicated office for international 
students. However, institutional leadership and support should stem from a strategic plan and 
unfortunately, most institutions do not have one. Although most respondents agreed that 
institutional budgets include monies that support services for international students, just over half 
(52.4%) disagreed or disagreed strongly that their institutions adequately staffed international 






Responses to Actual Practice for Institutional Leadership and Support Component 













My institution has a 
strategic plan for 
international student 
services or includes 
international student 
services in the strategic 
plan of student affairs 
5.5  15.1  21.2  34.2  24.0  3.56 
 
My institution’s budget 
includes monies that are 
specifically targeted for 
international student 
services. 
2.1  11.6  8.2  44.5  33.6  3.96 
 
My institution has an office 
that coordinates support 
services for international 
students 
0.0  0.0  2.7  28.1  69.2  4.66 
 
My institution adequately 
staffs international student 
offices or international 
student affairs offices. 
0.7  17.0  35.4  28.6  18.4  3.47 
 
My institution hires 
personnel in international 
student offices or 
international student affairs 
units who have previous 
experience working with 
international students. 
2.7  4.1  7.5  36.7  49.0 4.25 
 
My institution helps 
international students 
overcome any reluctance 
they might have to access 
counseling services (e.g., 
mental health services. 
 


















My institution develops 
religiously affiliated 
centers for international 
students, recognizing that 
their cultural needs may be 
different from those of 
domestic students 
 
7.0 14.1 28.9 36.6 13.4 3.35 
 
Several respondents have chosen ‘Don’t Know’ response for some of the statements, 
which was assigned a value of 1. Nonetheless, this is a finding in itself and is discussed later in 
the chapter.  
Research Question 2: What Services Do Student Services Personnel Perceive That Their 
Institutions Should Be Providing for International Students? 
The second research question aims at describing participants’ views on what their 
institutions should do in terms of campus services for international students. Almost all the 
statements under these categories had a mean value of greater than 4, strongly indicating a 
renewed interest among the participants in implementing these practices at their institutions. 
Almost all services were considered essential by an average of 90% of the respondents.  
Table 8 provides a summary of responses for all paired statements in the three categories- 
student engagement and services, intercultural and global competency, and institutional 
leadership and support.  It is no surprise that the respondents felt that all the listed practices were 
important for international students. The majority of the respondents, over 90%, strongly felt the 
need to train faculty on classroom needs of international students. In addition, the survey 
demonstrated the need not only to train staff,  but also to hold them accountable by including 
intercultural competence in performance appraisals and intervening when faculty and staff 
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engage in behaviors that show cultural insensitivity, racial biases, or prejudice.   Furthermore, 
respondents strongly supported student orientation programs as well as the provision of writing 
support. This is consistent with the literature on international student support services. Similarly, 
responses indicate that writing support and career services are commonly offered at the 
respondents’ institutions and that those participating in the survey strongly felt that these are 
services that should be provided.  However, around 14% of the respondents disagreed that their 
institutions should develop religiously affiliated centers for international students. 
 
Table 8 
Responses to The Ideal Situation, by Domain (SES, IGC and ILS) 
 




Disagree Agree Strongly agree Mean 
Survey Questions n % n % n % n % n % 
 
Student Engagement and Services (SES)            
My institution surveys international 
students to understand how frequently 
they would prefer to receive 
information from the institution 
6 4.2 3 2.1  19 13.3 83 58.0 32 22.4 3.92 
 
My institution assesses the extent to 
which international students are 
satisfied with campus support services. 
0 0.0 0 0.0  1 0.7 58 42.3 78 56.9 4.56 
 
My institution provides pre-
engagement (i.e., pre-arrival 
information for international students 
on academics, social and cultural 
differences in the U.S., even before 
they leave their home countries 











Disagree Agree Strongly agree Mean 
Survey Questions n % n % n % n % n % 
 
My institution provides extended, 
semester-long orientations for 
international students during their first 
months at the institution. 
3 2.1 1 0.7 19 13.6 72 51.4 45 32.1 4.11 
 
My institution provides writing 
support for international students that 
goes beyond grammar and emphasize 
disciplinary content and context. 
0 0.0 0 0.0 1 0.7 61 44.2 76 55.1 4.54 
 
My institution provides opportunities 
for international students to interact 
with faculty members outside of class. 
3 2.2 0 0.0 6 4.3 70 50.7 59 42.8 4.32 
 
My institution helps international 
students find part-time assistantships 
or employment on campus. 
1 0.7 0 0.0 9 6.6 73 53.3 54 39.4 4.31 
 
           
(Table Continues) 










Disagree Agree Strongly agree Mean 
Survey Questions n % n % n % n % n % 
 
Intercultural and Global Competency 
(IGC) 
           
 
My institution provides faculty 
members with training on how 
American classrooms and 
instructional techniques differ from 
what international students have been 
used to in their home countries 
3 2.1 0 0.0 0 0.0 54 38.6 83 59.3 4.53 
 
My institution provides training in 
intercultural competence for faculty 
and staff who work with international 
students. 
2 1.4 0) 0.0 1) 0.7 38 27.3 98 70.5 4.65 
 
My institution includes intercultural 
competence as a criterion in 
performance appraisals of faculty and 
staff who work with international 
students. 
7 5.0 0) 0.0 12 8.5 62 44.0 62 42.6 4.19 
 










Disagree Agree Strongly agree Mean 
Survey Questions n % n % n % n % n % 
 
My institution assures that courses 
throughout the curriculum build the 
intercultural competencies of both 
domestic and international students. 
1 0.7 0) 0.0 4 2.9 61 43.9 73 52.5 4.47 
 
My institution intervenes in an 
appropriate manner when faculty and 
staff engage in behaviors that show 
cultural insensitivity, racial biases, or 
prejudice 
0 0.0 0 0.0 1 0.7 47 33.6 92 65.7 4.65 
 
Institutional Leadership and Support 
(ILS) 
           
 
My institution has a strategic plan for 
international student services or 
includes international student services 
in the strategic plan of student affairs 
0 0.0 2 1.4 2 1.4 46 33.3 88 63.8 4.60 
 
My institution’s budget includes 
monies that are specifically targeted 
for international student services. 
1 0.7 0 0.0 0 0.0 36 26.3 100 73.0 4.71 
 









Disagree Agree Strongly agree Mean 
Survey Questions n % n % n % n % n % 
 
My institution has an office that 
coordinates support services for 
international students 
0 0.0 0 0.0 0 0.0 19 14.1 116 85.9 4.86 
 
 
My institution adequately staffs 
international student offices or 
international student affairs offices. 
0 0.0 1 0.7 0 0.0 34 24.5 104 74.8 4.73 
 
My institution hires personnel in 
international student offices or 
international student affairs units who 
have previous experience working 
with international students. 
1 0.7 0 0.0 4 3.0 35 25.9 95 70.4 4.65 
 
My institution helps international 
students overcome any reluctance they 
might have to access counseling 
services (e.g., mental health services. 
0 0.0 0 0.0 0 0.0 5 40.1 82 59.9 4.60 
 
My institution develops religiously 
affiliated centers for international 
students, recognizing that their cultural 
needs may be different from those of 
domestic students. 
 




Research Question 3: Is There a Gap Between What Services Student Services Personnel 
Perceive That Their Institutions Are Providing and What Services Should Be Provided? 
The third and final research question focused on gaps in the services that are currently 
being offered and those that the respondents feel should be offered. The responses under each 
category (i.e., SES, IGC and ILS) were analyzed.  
Student Engagement and Services (SES) 
Practices under the SES category were analyzed based on the differences in mean scores 
of the responses to ‘as is’ and ‘should be’ scenarios. A summary of the mean scores and their 
differences for the statements in the SES category is presented in Table 9. The results of two-
tailed t-tests for all items (n = 7) under the SES category suggest, overall, a difference between 
perceptions of actual versus ideal practices. The magnitude of gaps for each paired statement 
varied, ranging from a high of 1.28 for the statement concerning surveying international students 
about their preferences for receiving information from institutions, to a low of 0.28 concerning 
the extent to which institutions help students find part-time assistantships.  
A distinct gap in perceptions of actual versus desired practice can be observed in 
statements for which mean “as-is” scores are below 4 and mean “should be” scores are above 4. 
This applies to statements regarding the assessment of student satisfaction with institutional 
services; the provision of extended, semester-long orientations; the availability of intense writing 
support; and opportunities for international students to interact with faculty members outside of 
class. Respondents perceive that their institutions need to enhance their efforts in these areas.  On 
the other hand, the respondents were confident that their institutions were appropriately attending 
to two practices recommended in the literature:  providing pre-arrival information to 
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international students and providing assistance in finding a part-time job on campus. The mean 
score differences for statements related to these practices are relatively low.  
Appendix F provides the responses by institutional type for the statement pairs in the SES 
category.  The data mirror the overall findings discussed above, with few differences between 
public and private institutions.  
Institutional Leadership and Support (ILS) 
Table 10 compares the means of “as is” responses to the means of “should be” responses 
for 7 paired statements under the institutional leadership and support category.  The respondents 
felt that their institutions can do a better job in all of the services and practices reflected in these 
statements. However, responses indicate relatively large concern in two areas:  staffing adequacy 
in campus offices devoted to international students and the development of a strategic plan for 
international student services (or the inclusion of international students in strategic plans for 
student affairs generally).   The difference between mean “as is” and mean “should be” scores 




Table 9  













My institution surveys/should survey international students to understand how frequently they 
would prefer to receive information from the institution 2.64 3.92 1.28 
 
My institution assesses/should assess the extent to which international students are satisfied 
with campus support services. 3.60 4.56 0.96 
 
My institution provides/should provide pre-engagement (i.e., pre-arrival information for 
international students on academics, social and cultural differences in the U.S., even before 
they leave their home countries 4.24 4.71 0.47 
 
My institution provides/should provide extended, semester-long orientations for international 
students during their first months at the institution. 3.24 4.11 0.87 
 
My institution provides/should provide writing support for international students that goes 
beyond grammar and emphasize disciplinary content and context. 3.95 4.54 0.59 
 
My institution provides/should provide opportunities for international students to interact with 
faculty members outside of class. 3.77 4.32 0.55 
 
My institution helps/should help international students find part-time assistantships or 
employment on campus. 4.03 4.31 0.28 
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My institution helps international students overcome any reluctance they might 
have to access counseling services (e.g., mental health services. 4.01 4.60 0.59 
 
My institution develops religiously affiliated centers for international students, 









My institution has a strategic plan for international student services or includes 








My institution’s budget includes monies that are specifically targeted for 

















My institution adequately staffs international student offices or international 








My institution hires personnel in international student offices or international 





















Analyzing responses by institutional type yields interesting findings (Appendix G).  First, 
at least one third of the respondents indicated that that their institutions or serving international 
students.  In addition, about 50% respondents at both public and private institutions perceived 
that international student offices on their campuses were inadequately staffed. Furthermore, 
many respondents (49.4% of those from public institutions and 33.3% of those from private 
institutions) indicated that religiously affiliated centers are currently not available at their 
universities. But approximately 80% of the respondents at public institutions and nonprofit 
private institutions agreed that these centers should be should implemented at their institutions. 
Almost all the respondents indicated that their universities have a separate office that coordinates 
student support services. However, only 1.1% of the respondents from public institutions agreed 
that university budgets included monies for international student services, compared to 90.4% of 
respondents from private, nonprofit institutions.   
Intercultural and Global Competence (IGC)  
It is in the area of intercultural and global competence that the largest gaps emerged 
between “as is” and “should be” ratings.  The gaps for all statements in this area were larger than 
1 (Table 11). The respondents seemed particularly concerned that their institutions can do a 
better job in including intercultural competence in staff faculty performance appraisals, 
providing training in intercultural competence for staff and faculty, and assuring that that courses 
throughout the curriculum build the intercultural competencies of both domestic and 
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My institution provides faculty members with training on how American 
classrooms and instructional techniques differ from what international students 
have been used to in their home countries 
3.19 4.53 1.34 
 
My institution provides training in intercultural competence for faculty and staff 
who work with international students. 
3.23 4.65 1.42 
 
My institution includes intercultural competence as a criterion in performance 
appraisals of faculty and staff who work with international students. 
2.26 4.19 1.93 
 
My institution assures that courses throughout the curriculum build the 
intercultural competencies of both domestic and international students. 
3.08 4.47 1.39 
 
My institution intervenes in an appropriate manner when faculty and staff engage 
in behaviors that show cultural insensitivity, racial biases, or prejudice. 
3.60 4.65 1.05 
 













Overall, responses to statements in all three categories—SES, IGC, and ILS—reveal the 
respondent’s view that their institutions should continue to improve their services for 
international students.  This reflects the need for continuous improvement. As Cohen, Brawer 
and Kisker (2013) put it, the nature of education is “infinite.  We can always teach more, learn 
more efficiently, do better” (p. 434). However, study findings reveal that respondents were most 
concerned about institutional efforts to promote intercultural competence as a way of serving 
international students.  This can be seen below in Table 12, which shows that the survey 
statements generating the largest differences between “as is” and “should be” responses fell into 
the IGC domain. The next chapter examines the implications of these and other findings.   
Table 12 













My institution includes/should include 
intercultural competence as a criterion in 
performance appraisals of faculty and staff who 
work with international students. 
 
2.26 4.19 1.93 
IGC 
My institution provides/should provide training 
in intercultural competence for faculty and staff 
who work with international students. 
3.23 4.65 1.42 
IGC 
My institution assures/should assure that 
courses throughout the curriculum build the 
intercultural competencies of both domestic and 
international students. 
3.08 4.47 1.39 














My institution provides/should provide faculty 
members with training on how American 
classrooms and instructional techniques differ 
from what international students have been used 
to in their home countries 
3.19 4.53 1.34 
ILS 
My institution adequately staff/should 
adequately staff international student offices or 
international student affairs offices. 
3.47 4.73 1.26 
IGC 
My institution intervenes/should intervene in 
an appropriate manner when faculty and staff 
engage in behaviors that show cultural 
insensitivity, racial biases, or prejudice 
3.60 4.65 1.05 
ILS 
My institution has/should have a strategic plan 
for international student services or includes 
international student services in the strategic plan 
of student affairs 
3.56 4.59 1.03 
SES 
My institution assesses/should assess the extent 
to which international students are satisfied with 
campus support services. 
3.59 4.56 0.98 
SES 
My institution provides/ should provide 
extended, semester-long orientations for 
international students during their first months at 
the institution. 
3.24 4.11 0.87 
ILS 
My institution’s budget includes/should include 
monies that are specifically targeted for 
international student services. 
3.96 4.71 0.75 
ILS 
My institution develops/should develop 
religiously affiliated centers for international 
students, recognizing that their cultural needs 
may be different from those of domestic students 
3.35 3.95 0.60 
SES 
My institution provides/should provide writing 
support for international students that goes 
beyond grammar and emphasize disciplinary 
content and context. 
3.95 4.54 0.59 
ILS 
My institution helps/should help international 
students overcome any reluctance they might 
have to access counseling services (e.g., mental 
health services. 
4.01 4.60 0.58 
SES 
My institution provides/should provide 
opportunities for international students to interact 
with faculty members outside of class. 
3.77 4.32 0.55 

















My institution provides/ should provide pre-
engagement (i.e., pre-arrival information for 
international students on academics, social and 
cultural differences in the U.S., even before they 
leave their home countries 
 
4.24 4.71 0.47 
ILS 
My institution hires/should hire personnel in 
international student offices or international student 
affairs units who have previous experience working 
with international students. 
4.25 4.65 0.40 
SES 
 
My institution surveys international students to 
understand how frequently they would prefer to 
receive information from the institution 
4.26 4.58 0.32 
SES 
 
My institution helps/should help international 
students find part-time assistantships or employment 
on campus 
 
4.03 4.31 0.28 
ILS 
My institution has/should have an office that 
coordinates support services for international students 4.66 4.86 0.19 
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In this chapter, the researcher presented an analysis of findings of the online survey. 
Descriptive and correlational statistics explained the quantitative findings. The survey 
accomplished the goal of answering the research questions, 1) What services do student services 
personnel perceive that their institutions are providing for international students?, 2) What 
services do student services personnel perceive that their institutions should be providing for 
international students?,  3) Is there a gap between what services student services personnel 
perceive that their institutions are providing and what services should be provided? 
These gaps in practices have serious implications for the future of international student 
services which will be discussed in the next chapter. 
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CHAPTER V: IMPLICATIONS AND CONCLUSION 
In this exploratory study, the researcher examined the campus services for international 
students at universities in the Midwest. Data was collected in an online survey sent to 272 
international student services personnel in 190 public, 82 private universities in the Midwest; 147 
responded. The respondents were asked to rate their agreement to 21 paired statements regarding 
international student services that were identified in the literature as important for international 
students. The respondents indicated their level of agreement that the statements reflect current 
practice at their institutions as well as their level of agreement that the statements reflect 
practices that their institutions should undertake. The survey also included two background 
questions on the type of institutions at which the respondents were employed (i.e., four-year 
public, four-year private non-profit, or four-year private for-profit) and on the total number of 
international students enrolled in their institutions. The survey was designed to answer the 
following research questions: 
1. What services do student services personnel perceive that their institutions are 
providing for international students?  
2. What services do student services personnel perceive that their institutions should 
be providing for international students?  
3. Is there a gap between what services student services personnel perceive that their 
institutions are providing and what services should be provided? 
Survey results enabled the researcher to assess the perceived gap between what 
universities are doing to help international students and what they should be doing. Results 
indicate that the international student services personnel are generally positive about the campus 
services at their but have an especially strong desire to enhance the intercultural and global 
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competence of faculty and staff. In this chapter, the researcher discusses the implications of these 
findings in the two domains of (a) faculty and Staff, and (b) students. The chapter concludes with 
recommendations for future research. 
Faculty and Staff 
The study's key finding was in the area of intercultural and global competency, a domain 
in which respondents perceived the greatest gaps between actual and desired practice. Table 12 
(in Chapter Four) highlights this finding, demonstrating that the four statements with the highest 
differences in mean ratings of actual versus desired practices were in the intercultural and global 
competency category. This aligns with Deardorff’s (2004) assertion that only a few U.S. 
universities consider intercultural competency development as a part of their internationalization 
process. The issue is compounded, as Deardorff (2004) says, by the confusion in defining the 
concept of intercultural competency, determining the skills it entails, and measuring or 
documenting competency in these skills. Although institutions in the United States have been 
striving to create global campuses by recruiting many international students, as the survey 
suggests, institutions may still have to rethink their modus operandi on developing interculturally 
competent staff, faculty, and students. The findings suggest that greater attention may need to be 
devoted to training, performance appraisal, and curriculum development.  
Intercultural Competence Training and Curriculum Development 
An interesting finding in this study is that almost half (45.9%) of the respondents 
disagreed or strongly disagreed that their institutions enhance the intercultural competency of 
faculty and staff through appropriate training; similarly, 48.3% of the respondents disagreed or 
disagreed strongly their institutions may  train faculty members on how American classrooms 
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and instructional techniques differ from what international students have been used to in their 
home countries (see Table 6 in Chapter Four).    
This suggests that institutions might need to develop more training programs for faculty 
and staff and may need to incorporate this training in their strategic plans as a way of assuring 
that it is formally adopted and acted on by the entire institution. The implication resonates with 
the literature highlighting intercultural training as the key to better serving international students 
on campus (e.g., Chen & Yang, 2014; Koseva, 2017; Mcfarlene, 2015; Ngyuen & Larson, 2017; 
Sherry, Thomas & Chui, 2009).  If faculty and staff are unable to perceive the unique needs of 
international students, the academic, social, cultural, and personal challenges of international 
students may remain unmet. Bennet (1993) observed that many people often have a monocultural 
world view and are unable to identify the differences among various cultures. Because people 
bring in misconceptions about other cultures or are encased in their own frames of reference, 
they must be trained to identify cultural differences and become conscious of their untoward 
judgements of those from other cultures. As Lee Olson and Kroeger (2001) recommend, faculty 
and staff must be trained in other languages and culture if they are to be more ethnorelative in 
their interactions with international students. Bennett (1993) asserts the importance of 
intercultural sensitivity whereby individuals understand even subtle cultural differences, both 
verbal and non-verbal. Such intercultural communication skills cannot be learned overnight. But 
attempts must be made to help faculty and staff move from a monocultural world view (their 
own culture) to an intercultural world view (appreciation of other cultures).  
Thus, many respondents in this study were concerned about the current state of 
intercultural competence training programs for faculty and staff at their institutions. These 
perceptions on intercultural and global competency development imply that institutions might 
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benefit to the extent that more resources and planning dedicated toward action plans for 
sequenced and targeted faculty and staff training. This in turn may point to needed modifications 
in organizational vision and mission, that may need to be modified if a strong commitment to 
developing staff and faculty intercultural and global competence.  The introduction of an 
organization-wide to intercultural and global competency development may also raise several 
questions and challenges for institutional leaders.  
Who should be trained? The survey asked for perceptions of institutional efforts to train 
staff and faculty on intercultural competencies.  However, leaders might want to think about 
which faculty and staff should be trained. For instance, staff working at the international student 
services offices may need mandatory training. But as institutions increase campus-wide 
internationalization efforts and recruit more international students, staff across the campus need 
intercultural competency development. In this case, how should leaders decide which staff need 
to be trained? Andrew (2012) draws on Stella and Liston’s (2007) recommendations for 
mandatory baseline training for all staff and thus advises that institutions should embed training 
in staff induction programs and provide it as a career development program as well. In line with 
this recommendation, institutional leaders may need to incorporate training modules for staff and 
faculty across the institution. 
Likewise, leaders might consider rolling out the training programs to all faculty. Since 
interculturally competent faculty are more sensitive to different learning styles of students 
(Bichelmeyer & Cagiltay, 2000), it is important that leaders rethink the professional development 
modules for faculty. However, which faculty should be trained is a contentious topic of 
discussion? Because international students tend to choose STEM courses at the institutions 
(National Science Foundation, 2015), faculty teaching non-STEM courses may argue that these 
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trainings are not essential for them. However, when an institution is centered on providing a 
globalized education campus wide, an argument can be made that faculty across all departments 
should be equipped with intercultural training. In order to enhance the positive interactions 
between domestic and international students and to mitigate the social and cultural challenges 
faced by international students, training should be designed to enhance intercultural and global 
knowledge.  
Intercultural training provides the necessary impetus for faculty to refine their curriculum 
in ways that enhance the intercultural competence of students. A key finding in this study is that 
only 44.6% of the respondents agree or strongly agree that their institutions incorporate 
curriculum that builds intercultural and global competencies for both domestic and international 
students. A slightly smaller percentage (38.3%) disagree or strongly disagree, while—
interestingly—17.1% are unaware of the extent to which this practice characterizes curricula at 
their institutions. The perception of gaps between the actual and desired extent to which curricula 
at the respondents’ universities are internationalized has potentially serious implications for 
student learning and experience.  
Before leaders choose to incorporate intercultural training for faculty, they should address 
the misconceptions about intercultural learning in classrooms. A common misconception is that 
recruiting international students who can share their experiences with other students in the 
classroom is sufficient to internationalize the curriculum (Leask, 2015). Hence, defining what 
internationalizing the curriculum entails is an important first step as leaders start the process. 
According to Leask (2009), internationalizing the curriculum is “the incorporation of 
international, intercultural, and/or global dimensions into the content of the curriculum as well as 
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the learning outcomes, assessment tasks, teaching methods, and support services of a program of 
study” (p. 209).  
What formats (in-person, online etc.) should be used? Another question that leaders 
should consider is the format in which training should be delivered. Scholars recommend a face-
to-face training involving group discussions, case studies, and role-plays (Andrew, 2012; Gopal, 
2011).  Training should be customized with tailored modules that meet the needs of various staff 
since not all staff are directly involved with international students. In addition, mandatory basic 
intercultural training should be provided for all new staff (Andrew, 2012). Higher education 
leaders should emphasize the importance of culturally responsive teaching;  one successful 
example of faculty development in this area is presented by Mayo and Lark (2011), who describe 
the Multicultural Curriculum Transformation and Research Institute at a Texas university, which 
trains faculty in the development of multicultural curricula. The training sessions are week-long, 
include consultants and guest scholars, and encourage faculty to share their expertise and 
multicultural perspectives on strategies, classroom dynamics, and assessment. Faculty share their 
concerns in breakout sessions and learn from others how to incorporate multicultural content and 
teaching methods. This successful training and professional development program have been 
ongoing for five years. This example of face-to-face training could be mirrored by other 
institutional leaders considering faculty training for intercultural curriculum development.  
How might leaders build faculty buy-in? Currently institutions implement mandatory 
training programs across all university constituents on such topics as Title IX and ethics. 
Institutional leaders have made these trainings mandatory so that the university is compliant with 
Title IX rules and other regulations. Likewise, IRB training and certifications have been 
mandatory as a way of assuring that researchers understand the rights of human subjects.  These 
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practices, though enforced in the beginning, become habitual and then a norm in most settings 
(S. Amirali, personal communication, March 16, 2020).  However, not all trainings and novel 
practices can be enforced at university settings; requires faculty buy-in must be secured. Ewell 
(2005) asserts the importance of faculty buy-in for the success of any program. Increasing 
accountability among faculty and staff often leaders to seek a balance between institutional 
mandates and the faculty member’s academic freedom. Hence, leaders contemplating 
intercultural training programs, curriculum changes, or evaluations of faculty intercultural 
competence should consider strategies for securing faculty support of these initiatives. Authors 
have identified several factors, described below, that influence faculty to committing to tasks 
such as training or other programs.  
Personal value.  One such influencing factor is the personal value that faculty attribute to 
participation in a university initiative, such as training. (Sujitparapitaya, 2014). According to 
Sujitparapitaya (2014), value personal can stem from curiosity about a topic or the perceived 
value faculty accrue through participation in training, such as fulfilling requirements for tenure 
or promotion. Understanding what motivates faculty to embrace training programs and 
implement curricular reforms is crucial.  
Break silos. Although international students have contact with almost all departments on 
campus, the lack of coordination among these departments restrains the intercultural 
development of staff, faculty and students. Several survey respondents chose “Don’t Know” 
when asked about institutional practices described in the questionnaire statements. For the most 
part, “don’t know” responses (as a % of responses) tended to be low (0-7%), and those that were 
high (i.e., 30% or higher as I the case whether or not faculty are evaluated on the basis of cultural 
competency) reflect the limits of what student services people might reasonably know on 
100 
campus. Interestingly, this may reflect two key insights. First, the student services world and the 
faculty world are often quite separate with little or no coordination or communication. The 
international student services administrators work in silos as do other departmental units on 
campus. Second, the university leadership should consider incorporating all constituencies in 
international education, including faculty and staff. This, with a strong leadership that breaks 
down silos and increases collaboration among departments, would eventually usher in a new era 
of globalized campuses that produce global citizens.  
Leaders who want to bring about change in the current processes should consider starting 
this change at the departmental levels. The inclusion of an intercultural dimension in the 
performance appraisal process for staff and faculty, especially in relation to work on curriculum 
changes, demands cross-departmental collaboration and implies a system-wide change in the 
how universities operate. Therefore, leaders ought to consider participatory action research, 
which, as McTaggart (1989) points out, begins with “minor changes which individuals can 
manage and control, and … [works] towards more extensive patterns of change” (para. 12). 
Thus, experimentation with changes or operations at the departmental level within the 
organization can lead to system-wide changes in policies and programs. Efforts within each 
department to include intercultural dimensions in their appraisal processes could spur 
organization-wide change that leads all faculty and staff to become more sensitive to other 
cultures. However, department chairs initiating these changes may face push-back from faculty 
who value their autonomy and academic freedom. Although research suggests that the tension 
between department chairs and faculty members may throw a wrench in change processes, 
department chairs, as key facilitators of change, can overcome resistance by engaging faculty in 
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the change process, empowering them to take part in decision-making,  nurturing and 
understanding their needs, and creating an atmosphere of trust (McArthur, 2002).  
Institutional support. Finally, although organization-wide change will emerge from the 
ground up as units within the university experiment with innovations in curriculum and 
performance appraisal, the impetus for pulling off such a massive overhaul of institutional 
processes should initiate from and be supported by the leadership: presidents, provosts, deans, 
department heads ,and chairs. Indeed, the importance of institutional leadership and support has 
been emphasized by many writers (e.g., Childress, 2009; Hudzik, 2011; Rumbley, Altbach & 
Reisberg, 2012). Those leaders investigating the change policies should consider, according to 
Polyak, Kery, and Tardos (2013), an organizational vision, the commitment of top management, 
an audit and assessment of needs, clarity of objectives, clear accountability, effective 
communication, co-ordination of activities, and evaluation.  
Instituting an organizational vision that encompasses diversity and interculturalism as one 
of the core values provides the impetus for change and enhances accountability among its 
constituents (Mayo & Lark, 2011). Just over one third (36.3%) of the respondents in this study 
perceived that their institutions operate without a university-wide strategic plan that includes 
international student services (Table 7 in Chapter Four). This finding raises serious questions 
about how departments within some institutions coordinate services for international students 
and how action plans for these services are developed and carried out. Without a strategic plan to 
give importance to international student services, the question of who is accountable or 
responsible for providing suitable services for international students remains unanswered.   
This finding also suggests that the recruitment of international students at some 
universities may be viewed primarily from an economic, revenue-generating perspective 
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(Knight, 2004). With the large number of students entering U.S. universities, this lack of 
institutional commitment to larger, educational aims may only lead to a sad situation for 
international students on campus. Although it is apparent that there is a widespread move 
towards internationalization among higher education institutions, the perceived gaps between 
actual and desired practice revealed in this study suggest that we still have a long way to go. 
Variations across institutions in terms of campus internationalization efforts may potentially be 
attributed to several factors including a lack of strategic planning, a lack of support and 
commitment by administrators towards international education (De Wit, 2002; Knight, 2004), 
and a lack of a campus-wide understanding of internationalization strategy (Childress, 2009).  
The gap perceived by many respondents between actual and desired practice regarding 
strategic planning for service to international students suggests the presence of other shortfalls in 
campus internationalization.  Among other organizational deficits, internationalization activities 
might be confined to a rather narrow definition of what international students may need as 
opposed to what they actually need. The study also suggested a need at some institutions for 
leadership efforts that enhance collaboration among departmental units in several areas such as 
training in intercultural competency, incorporating intercultural competency in staff and faculty 
performance appraisals, and developing an internationalized curriculum. In order to close these 
gaps, campus leaders should initiate a campus-wide strategic plan to include international student 
services as one of the key themes to be covered. This would render all university constituents 
accountable, help establish priorities and programs, develop regular assessment processes, and 




Respondent perceptions of institutional communications with international students 
reflected a potential area of concern. A major finding is that only 17.7% of the respondents 
agreed or strongly agreed that their institutions survey students to determine preferences for how 
frequently students would like to receive information the university (Table 5 in Chapter Four).   
Many respondents were also concerned about a perceived lack of effort in assessing student 
satisfaction with institutional services. Most (61.2%) agreed or strongly agreed felt that their 
institutions assess the extent to which international students are satisfied with services, but a 
sizable minority (37.4%) disagreed or disagreed strongly. Without knowing the communication 
preferences of students or the extent to which current services meet student needs, institutions 
cannot effectively refine their programs or offerings. Regularly surveying international students 
would help institutions improve the situation. Furthermore, the survey can be developed on 
freely available survey platforms such as SurveyMonkey and distributed through the institutional 
e-mails, thus involving negligible costs and time. does not involve additional cost or resources 
and can be easily implemented every semester.  
Semester-Long Orientations 
Another key finding is that most respondents (63.4%) disagreed or strongly disagreed 
that their institutions provide international students with semester-long orientations. In contrast, 
however, only 12.2% disagreed or disagreed strongly that their institutions provide international 
students with pre-arrival information, and only 20.4% disagreed or disagreed strongly that their 
institutions help international students find part-time assistantships or employment on campus.  
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The findings therefore suggest that while the universities at which the respondents were 
employed tended to provide pre-arrival orientation and access to campus assistantships or 
employment, they may not be as likely to provide intensive orientations once international 
students arrive on campus. This can be resolved by offering semester-long orientation programs 
or orientation courses that provide a streamlined approach to help international students during 
their first few months after arrival on an alien land.   
Institutional leaders looking at implementing semester-long orientations for international 
students can draw on best practices from several institutions across the United States. Such 
innovative orientations, according to The Centre for Global Education (2014), are currently 
provided by College of St. Benedict, St. John’s University, Northern Arizona University, 
University of California at Los Angeles (UCLA).  
College of St. Benedict and St. John’s University provide a 12-week cultural/academic 
orientation course for international students to understand the cultural adjustment and strategies 
to help them acclimatize to life in the U.S. (College of St. Benedict & St. John’s University, 
n.d.). Furthermore, this course provides training on the various campus services available to 
international students, including immigration, health services, library, course registration, 
security and so on. The course is not graded, however is recommended for new and transfer 
international students.  
Northern Arizona University offers an 8-week transition course on international student 
success. The course covers academic resources, integrity, immigration, and U.S. culture 
(Northern Arizona University, 2020). With only a letter grade, this course aims to provide the 
necessary information for international students to succeed on campus. 
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The University of California at Lost Angeles (UCLA, 2020) offers international students 
a seminar-type course that imparts critical strategies for achieving undergraduate excellence. 
This pass/no pass course is designed to help international undergraduate students transition to the 
U.S. by helping them navigate campus resources, policies, and procedures.  
Institutional leaders instituting such long-term orientation courses for incoming 
international students might face staffing challenges. Indeed, most of the respondents (52.4%) 
perceived that offices devoted to international students on their campuses were inadequately 
staffed. Inadequate staff to carry out these practices may hinder successful implementation of 
these innovative orientation options. In addition, inadequate staffing might impede other 
international student services such as mental health counselling, immigration services, and career 
services.  
Although campus internationalization has been gaining traction in recent years owing to 
shifting demographics and globalization, Osfield (2008) believes “[Internationalization]…is a 
term often thrown into the mission statements of institutions for accreditation purposes but that 
schools often lack the significant resources and administrative staff needed to entrench it in 
campus life” (p.4). Poyrazli and Grahame (2007) attest to the role of student services staff in 
enhancing the experiences of international students. Exploring this thought further, other than the 
obvious reasons of funding cuts, several other factors—such as insufficient training and a lack of 
interculturally competent faculty and staff—form obstacles towards campus internationalization. 
Furthermore, half of the respondents perceived the need for religiously affiliated centers 
for international students, perhaps as a way of helping these students overcome some of the fear 
and cultural challenges associated with being in a new country. With the increasing student 
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mobility, changing demographics, and increasing competition, it is imperative that institutions 
extend their campus services to include newer and more comprehensive modes of assistance.  
Implications for Future Research 
The study findings and implications center on almost half of the survey respondents 
perceiving a need for their institutions to ramp up training for faculty and staff on intercultural 
competencies. Although the study has revealed certain gaps in these areas, several questions 
remain unanswered, of which the most important is why these student affairs professionals 
responded the way they did. Their perceptions, though helpful in identifying ways that 
institutions can enhance campus internationalization activities, do not throw light on the 
underlying systemic issues that prevail in higher education institutions.  
Therefore, a future study to augment our current understanding of international student 
services would entail a qualitative analysis of these student affairs professionals, asking them 
through interviews or focused group discussions, to explain the gaps they perceive in actual 
versus desired practices. These professionals, when interviewed, can throw light on the workings 
of institutions as they implement and carry out programs for international students, explaining 
the and the challenges associated with this work. Since intercultural competence training and 
programming emerged as a concern for the student affairs professionals responding to this 
survey, a qualitative analysis would probably clarify the reasoning behind this concern and help 
unearth the attitudes, governance, and leadership styles needed to improve enhance competency 
training.  Such a study may also help identify ways of connecting faculty and administrators in 
collaborative efforts on behalf of students.  
Another future study would entail a replication of the current study, but this time 
surveying international students at Midwestern universities. Understanding the needs of the 
107 
students and their perceptions of how campus services help or fall short in meeting those needs 
would offer valuable insights. A follow-up qualitative analysis could then be conducted, helping 
us understand why the students responded as they did and, in the process, offering insights into 
how students perceive their experiences and how institutional services affect those experiences.   
This mixed method could yield important insights for designing more effective campus 
internationalization programs and services. 
Finally, faculty perceptions of intercultural training and curriculum development 
constitute an important area that needs to be studied. because this study gathered the perceptions 
of those leading student services efforts, it is imperative to understand how the faculty perceive 
the need for intercultural training and enhanced efforts to globalize the curriculum. This study 
also leaves us with questions on what barriers leaders face when advocating for intercultural 
competency training and a more internationalized curriculum.  
Such questions can only be answered through qualitative inquiry, preferably using a 
phenomenological study design that teases out the perspectives of faculty on intercultural 
training, curriculum modification, and the incorporation of intercultural competency in 
performance appraisals.  An understanding of these perceptions could help leaders develop 
strategies for gaining faculty buy-in and support for these practices. Study results could also help 
leaders avoid unintended and counterproductive consequences of well-intended but ill-planned 
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APPENDIX A: DRAFT QUESTIONNAIRE 
 
Please indicate the extent to which you agree or disagree with each of the following statements.  
  Survey Question Strongly 
Disagree 




1a My institution surveys international students on a regular basis to 
understand their preferences for receiving information (e.g., e-mail, face-
to-face, social media, etc.)  
     
1b My institution should survey international students on a regular basis to 
understand their preferences for receiving information (e.g., e-mail, face-
to-face, social media, etc.)  
     
2a My institution surveys international students on a regular basis to 
understand how frequently they would prefer to receive information 
from their institutions.  
     
2b My institution should survey international students on a regular basis to 
understand how frequently they would prefer to receive information 
from their institutions.  
     
3a My institution surveys international students on a regular basis to 
understand the types of information that will be most helpful to them.  
     
3b My institution should survey international students on a regular basis to 
understand the types of information that will be most helpful to them.  
     
4a My institution assesses the extent to which international students are 
satisfied with campus support services. 
     
4b My institution should assess the extent to which international students 
are satisfied with campus support services. 
     
5a My institution provides career services that help international students 
find on-campus, part-time jobs 
     
5b My institution should provide career services that help international 
students find on-campus, part-time jobs 
  






6a My institution provides career services that help international students 
by helping them find internships or other employment opportunities that 
relate to coursework. 
     
6b My institution should provide career services that help international 
students by helping them find internships or other employment 
opportunities that relate to coursework. 
     
7a My institution provides career services that help international students 
find work or internships after graduation. 
     
7b My institution should provide career services that help international 
students find work or internships after graduation. 
     
8a My institution has an office that coordinates support services for 
international students across the campus.   
     
8b My institution should have an office that coordinates support services 
for international students across the campus.   
     
9a My institution adequately staffs student affairs offices so that 
international students do not have to wait too long to get their queries 
addressed. 
     
9b My institution should adequately staff student affairs offices so that 
international students do not have to wait too long to get their queries 
addressed. 
     
10a My institution hires personnel who have previous experience working 
with international students 
     
10b My institution should hire personnel who have previous experience 
working with international students 
     
11a  My institution offers workshops to help international students overcome 
their reluctance to access mental health services.  
     
11b  My institution should offer workshops to help international students 
overcome their reluctance to access mental health services.  
     
12a Counselors and advisors in my institution reach out to international 
students informally on campus as a way of overcoming any reluctance 
they may have to seek out help for personal concerns or problems they 
are encountering.   





12b Counselors and advisors in my institution should reach out to 
international students informally on campus as a way of overcoming any 
reluctance they may have to seek out help for personal concerns or 
problems they are encountering.   
     
13a My institution provides workshops/programs to help international 
students understand U.S. government regulations on maintaining student 
visas. 
     
13b My institution should provide workshops/programs to help international 
students understand U.S. government regulations on maintaining student 
visas. 
     
14a My institution provides opportunities for international students to 
develop professional connections with faculty members outside of class.  
     
14b My institution should provide opportunities for international students to 
develop professional connections with faculty members outside of class.  
     
15a My institution provides opportunities for international students to 
interact with and learn from students of other cultures through activities 
on and off campus. 
     
15b My institution should provide opportunities for international students to 
interact with and learn from students of other cultures through activities 
on and off campus. 
     
16a My institution provides opportunities for international students to 
participate in learning and development activities offered through 
student clubs, organization, and activities. 
     
16b My institution should provide opportunities for international students to 
participate in learning and development activities offered through 
student clubs, organization, and activities. 
     
17a My institution develops religiously affiliated centers for international 
students, recognizing that their cultural needs are different from those of 
domestic students 
     
17b My institution should develop religiously affiliated centers for 
international students, recognizing that their cultural needs are different 
from those of domestic students 





18a My institution provides academic writing support for international 
students that emphasizes rich content rather than mere grammatical 
correctness.  
     
18b My institution should provide academic writing support for 
international students that emphasizes rich content rather than mere 
grammatical correctness.  
     
19a My institution provides in-depth academic orientations that help 
international students understand how the expectations made of them in 
American classrooms may differ from what they experienced in their 
home countries.  
     
19b My institution should provide in-depth academic orientations that help 
international students understand how the expectations made of them in 
American classrooms may differ from what they experienced in their 
home countries.  
     
20a My institution provides transition support programs for international 
students immediately after their arrival on campus. 
     
20b My institution should provide transition support programs for 
international students immediately after their arrival on campus. 
     
21a My institution provides extended, semester-long orientations that 
support international students during their first months at the institution. 
     
21b My institution should provide extended, semester-long orientations that 
support international students during their first months at the institution. 
     
22a My institution provides first-year experience programs lasting a whole 
year to support international students. 
     
22b My institution should provide first-year experience programs lasting a 
whole year to support international students. 
     
23a My institution provides pre-engagement (i.e., pre-arrival) support 
programs that provide (international students with information about 
academics, as well as social and cultural differences, even before they 
leave their home countries.   
     
23b My institution should provide pre-engagement (i.e., pre-arrival) support 
programs that provide (international students with information about 





academics, as well as social and cultural differences, even before they 
leave their home countries.   
24a My institution provides faculty members with training on how 
American classrooms and instructional techniques differ from what 
international students have been used to in their home countries. 
     
24b My institution should provide faculty members with training on how 
American classrooms and instructional techniques differ from what 
international students have been used to in their home countries. 
     
25a My institution provides student affairs staff with training that will 
enhance the intercultural competence needed to work with international 
students. 
     
25b My institution should provide student affairs staff with training that will 
enhance the intercultural competence needed to work with international 
students. 
     
26a My institution builds intercultural competence among its faculty 
through opportunities for international exchange.   
     
26b My institution should build intercultural competence among its faculty 
through opportunities for international exchange.   
     
27a My institution includes intercultural competence development in annual 
staff appraisals 
     
27b My institution should include intercultural competence development in 
annual staff appraisals 
     
28a My institution offers continuing education programs that help staff build 
intercultural competence 
     
28b My institution should offer continuing education programs that help 
staff build intercultural competence 
     
29a Courses throughout the curriculum build the intercultural competencies 
of both domestic and international students 
     
29b Courses throughout the curriculum should build the intercultural 
competencies of both domestic and international students 
     
30a My institution provides academic advisors with opportunities for 
professional development abroad.  




30b My institution should provide academic advisors with opportunities for 
professional development abroad.  
     
31a My institution provides certificate courses on various aspects of 
intercultural competence (e.g., communication, empathy, cultural 
considerations etc.) for international student services (ISS) staff 
     
31b My institution should provide certificate courses on various aspects of 
intercultural competence (e.g., communication, empathy, cultural 
considerations etc.) for international student services (ISS) staff 
     
 
Background: 
1. Where is your institution located? Select State_______ 
2. Which of the following best describes your institution? 
a. We are a four-year public college/university 
b.We are a four-year private non-profit college or university 
c. We are a four-year private for-profit college or university 
3.  Which department/ Unit are you a part of ? : ___________ 
4.Which of the following best describes the primary function of your unit?  
o To provide a campus support service such as book stores, food services, parking, mail services and transportation.  
o To provide services that support the instructional mission and assist students to overcome a variety of academic challenges. 
o To provide immigration, SEVIS services to international students 
o To provide programs, services or activities that focus on developing students holistically 
o Other______________________ 
5.  How many students enrolled in your institution during the last academic year (fall 2018 to Spring 2019)?______________ 
6. Do you see the following as a challenge to your institution’s international student recruitment? 
o International competition 
o Internal policies and practices at your institution 
o Lack of institutional internationalization strategy 
o Managing partnerships with education agencies 
o Managing partnerships with other agencies (non-education) 




o Recruitment budget 
7. In your opinion, on a scale of 1-10, how do you rate your institutions’ international student services?  
8. In your opinion, how much of a priority is international student services for your institution? 
a. Higher priority than domestic student services 
b. Equal priority to domestic student services 
c. Lower priority to domestic student services 
9.Does your institution have an International Student Services or Scholars Office? 
o Yes 
o No 
10. Does your institution have an International Student Affairs Department?  
o Yes 
o No 
11. Please list some of the unique services your department provides to international students. 
______________________________________ 
12. What are the major challenges you have experienced while serving international students? 
______________________________________ 














APPENDIX B: MODIFIED QUESTIONNAIRE FOR PILOT STUDY 
 
Q1 Where is your institution located?  
Q2 Which of the following best describes your institution? 
a. We are a four-year public college/university 
b. We are a four-year private non-profit college or university 
c. We are a four-year private for-profit college or university 
Q3 Which of the following best describes the primary function of your unit? 
b. International students and scholar’s office- To provide services that support and assist international students to overcome a 
variety of challenges. 
c. Admissions and Enrollment Office 
d. Student affairs- To provide a campus support service such as housing, bookstores, food services, parking, mail services, 
and transportation. 
e. Academic department 
f. English language institute- To provide language assistance for international students. 
g. Office of global partnerships, study abroad programs 
h. Office of Diversity and Inclusion/Multicultural Centre- To provide community engagement through student organizations 
i.  Other 
Q4. Does your institution have an International Student or Scholars Office/Department? 
• Yes 
• No 
Q5. Does your institution have an Office/ Department within the student affairs division that is devoted to international students? 
• Yes 
• No 















Q7. Do you see any of the following as a challenge to your institution’s international student recruitment? (Check all that apply) 
 
•  a. International competition 
•  b. Internal policies and practices at your institution 
•  c. Lack of institutional internationalization strategy 
•  d. Managing partnerships with education agencies 
•  e. Managing partnerships with other agencies (non-education) 
•  f. Visa challenges 
•  g. Recruitment budget 
•  h. Other 
 
Q8. In your opinion, how much of a priority is international student services for your institution? 
•  a. Higher priority than domestic student services 
•  b. Equal priority to domestic student services 
•  c. Lower priority to domestic student services 
•  d. No Priority 
•  e. No Opinion 
 
Q9. Please indicate 'using the drop boxes for each question below' the extent to which you agree or disagree with each of the following 
statements. The drop box will give you 5 options: Strongly Agree, Agree, Disagree, Strongly Agree and Don't Know 
 
International Student: “an individual who has physically crossed an international border between two countries with the 
objective to participate in educational activities in a destination country, where the destination country is different from his or 
her country of origin.” (UNESCO, 2015) 
Campus Services for International Students: For the purpose of this study, campus services for international students are 
defined as any unique service or adaptation of a general service provided by the institution and existing primarily to meet the 





Institution: For the purpose of this study, an institution refers to the whole degree-granting organization comprised of several 
colleges, departments, and units.  
Department / Unit  – A division of a school or college focused in a particular academic area – reports to a unit other than 
another department, usually a college. Example- International student office, Student affairs department, career services 
department, etc.  
1a. My institution surveys international students on a regular basis to understand their preferences for communication or receiving 
information (e.g., e-mail, face-to-face, social media, etc.) 
1b. My institution should survey international students on a regular basis to understand their preferences for communication or 
receiving information (e.g., e-mail, face-to-face, social media, etc.) 
2a.My institution surveys international students on a regular basis to understand how frequently they would prefer to receive 
communication or information from their institutions. 
2b. My institution should survey international students on a regular basis to understand how frequently they would prefer to receive 
communication information from their institutions. 
3a. My institution surveys international students on a regular basis to understand the types of information or communication that will 
be most helpful to them. 
3b. My institution should survey international students on a regular basis to understand the types of information or communication 
that will be most helpful to them. 
4a. My institution assesses or evaluates the extent to which international students are satisfied with campus support services. 
4b. My institution should assess or evaluate the extent to which international students are satisfied with campus support services. 
5a. My institution has an office that coordinates support services for international students across the campus. 
5b. My institution should have an office that coordinates support services for international students across the campus. 
6a. My institution adequately staffs international student offices or international student affairs units so that international students do 
not have to wait too long to get their queries addressed. 
6b. My institution should adequately staff international student offices or international student affairs units so that international 
students do not have to wait too long to get their queries addressed. 
7a. My institution hires personnel in international student offices or international student affairs units who have previous experience 




7b. My institution should hire personnel in international student offices or international student affairs units who have previous 
experience working with international students 
8a. My institution helps international students find on-campus, part-time assistantships 
8b. My institution should help international students find on-campus part-time assistantships 
9a. My institution helps international students find internships or training opportunities that relate to coursework. 
9b. My institution should help international students find internships or training opportunities that relate to coursework. 
10a. My institution provides career services that help international students find work or internships after graduation 
10b. My institution should provide career services that help international students find work or internships after graduation. 
11a. My institution offers workshops or programs to help international students overcome any reluctance they might have to access 
mental health services. 
11b. My institution should offer workshops or programs to help international students overcome any reluctance they might have to 
access mental health services. 
12a. My institution provides workshops or programs to help international students understand U.S. government regulations on 
maintaining student visas. 
12b. My institution should provide workshops or programs to help international students understand U.S. government regulations on 
maintaining student visas. 
13a. My institution provides opportunities for international students to interact with faculty members outside of class. 
13b. My institution should provide opportunities for international students to interact with faculty members outside of class. 
14a. My institution provides opportunities for international students to interact with and learn from students of other cultures through 
activities on and off campus. 
14b. My institution should provide opportunities for international students to interact with and learn from students of other cultures 
through activities on and off campus. 
15a. My institution provides opportunities for international students to further their learning and development through participation 
in student clubs, organizations, and other campus activities. 
15b. My institution should provide opportunities for international students to further their learning and development through 





16a. My institution develops religiously affiliated centers for international students, recognizing that their cultural needs may be 
different from those of domestic students 
16b. My institution should develop religiously affiliated centers for international students, recognizing that their cultural needs may 
be different from those of domestic students 
17a. My institution provides writing support for international students that goes beyond mere grammatical correctness and 
emphasizes disciplinary content and context. 
17b. My institution should provide writing support for international students that goes beyond mere grammatical correctness and 
emphasizes disciplinary content and context. 
18a. My institution provides pre-engagement (i.e., pre-arrival) information programs for international students on academics, social 
and cultural differences in the U.S., even before they leave their home countries. 
18b. My institution should provide pre-engagement (i.e., pre-arrival) information programs for international students on academics, 
social and cultural differences in the U.S., even before they leave their home countries. 
19a. My institution provides in-depth on-campus academic orientations that help international students understand how American 
classrooms may differ from what they experienced in their home countries. 
19b. My institution should provide in-depth on-campus academic orientations that help international students understand how 
American classrooms may differ from what they experienced in their home countries. 
20a. My institution provides extended, semester-long orientations that support international students during their first months at the 
institution. 
20b. My institution should provide extended, semester-long orientations that support international students during their first months 
at the institution. 
21a. My institution provides faculty members with training on how American classrooms and instructional techniques differ from 
what international students have been used to in their home countries. 
21b. My institution should provide faculty members with training on how American classrooms and instructional techniques differ 
from what international students have been used to in their home countries. 
22a. My institution provides training in intercultural competence for all staff who work with international students 
22b. My institution should provide training in intercultural competence for all staff who work with international students 





23b. My institution should include intercultural competence as a criterion in the appraisals of staff who work with international 
students.   
24a. My institution builds intercultural competence among its faculty through opportunities for international exchange. 
24b. My institution should build intercultural competence among its faculty through opportunities for international exchange. 
25a. My institution provides academic advisors with opportunities for professional development abroad that help develop 
intercultural competence. 
25b. My institution should provide academic advisors with opportunities for professional development abroad that help develop 
intercultural competence. 
26a. My institution provides certificate courses on various aspects of intercultural competence (e.g., communication, empathy, 
cultural considerations, etc.) for international student services (ISS) staff. 
26b. My institution should provide certificate courses on various aspects of intercultural competence (e.g., communication, 
empathy, cultural considerations, etc.) for international student services (ISS) staff. 
27a. My institution offers courses throughout the curriculum to build the intercultural competencies of both domestic and 
international students. 
27b. My institution should offer courses throughout the curriculum to build the intercultural competencies of both domestic and 
international students. 
 
Q10. Are there other services your institution/department provides to international students? 
 








APPENDIX C: SURVEY INSTRUMENT  
Q1. Which of the following best describes your institution? 
o a. We are a four-year public college/university  
o b. We are a four-year private non-profit college or university  
o c. We are a four-year private for-profit college or university  
 
Q2. About how many international students were enrolled in your institution during the last 
academic year (fall 2018)? 
o 1-50   
o 51-100   
o 101-250  
o 251-499  
o 500-750  
o 751-999  
o 1000-2000  
o 2001-4999  
o >5000    
 
Q3. This section provides a list of statements concerning various types of international student services.  You will be asked to rate (on 
1-5 scales) your agreement to which the statement DOES reflect actual practice in your institution on the left and to the which the 
statements SHOULD reflect practice in your institutions. 
 




Disagree  Agree  Strongly 
Agree  
SHOULD REFLECT 
1 My institution surveys 
international students on a 
regular basis to understand their 
communication preferences.  
     My institution should survey 
international students on a regular 
basis to understand their 
communication preferences.  
2 My institution ensures that all 
notices and communications are 
in several languages to reach all 
international students 
     My institution should ensure that all 
notices and communications are in 
several languages to reach all 
international students 
3 My institution understands that it 
may be necessary to use 
alternatives (e. face-to-face) to 
written communications for some 
international students 
     My institution should understand that it 
may be necessary to use alternatives 
(e.g. face-to-face) to written 
communications for some international 
students 
4 My institution assesses the extent 
to which international students 
are satisfied with campus support 
services 
     My institution should assess the extent 
to which international students are 
satisfied with campus support services 
5 My institution provides pre-
engagement (i.e., pre-arrival) 
information programs for 
international students on 
academics, social and cultural 







  My institution should provide pre-
engagement (i.e., pre-arrival) 
information programs for international 




differences in the U.S., even 
before they leave their home 
countries 
cultural differences in the U.S., even 
before they leave their home countries 
6 My institution provides extended, 
semester-long orientations that 
support international students 
during their first months at the 
institution. 
     My institution should provide extended, 
semester-long orientations that support 
international students during their first 
months at the institution. 
7 My institution provides writing 
support for international students 
that emphasizes disciplinary 
content and context 
     My institution should provide writing 
support for international students that 
emphasizes disciplinary content and 
context 
8 My institution offers workshops 
or programs to help international 
students overcome any 
reluctance they might have to 
access counselling services (eg. 
mental health services) 
     My institution should offer workshops 
or programs to help international 
students overcome any reluctance they 
might have to access counselling 
services (eg. mental health services) 
9 My institution provides 
opportunities for international 
students to interact with faculty 
members outside of class. 
     My institution should provide 
opportunities for international students 
to interact with faculty members 
outside of class. 
10 My institution helps international 
students find on-campus, part-
time assistantships and student 
work. 
     My institution should help international 
students find on-campus, part-time 
assistantships and student work. 
11 My institution provides faculty 
members with training on how 
American classrooms and 
instructional techniques differ 
from what international students 
     My institution should provide faculty 
members with training on how 
American classrooms and instructional 
techniques differ from what 
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have been used to in their home 
countries 
international students have been used 
to in their home countries 
12 My institution provides training in 
intercultural competence for staff 
who work with international 
students 
     My institution should provide training 
in intercultural competence for all staff 
who work with international students 
13 My institution includes 
intercultural competence as a 
criterion in the appraisals of staff 
who work with international 
students. 
     My institution should include 
intercultural competence as a criterion 
in the appraisals of staff who work with 
international students. 
14 My institution offers courses 
throughout the curriculum to 
build the intercultural 
competencies of both domestic 
and international students. 
     My institution should offer courses 
throughout the curriculum to build the 
intercultural competencies of both 
domestic and international students. 
15 My institution intervenes in an 
appropriate manner when  
staff engage in behaviors that 
show cultural insensitivity, 
racial biases, or prejudice 
     My institution should intervene in an 
appropriate manner when  
staff engage in behaviors that show 
cultural insensitivity, 
racial biases, or prejudice 
16 My institution has an 
internationalization strategic plan 
     My institution should have an 
internationalization strategic plan 
17 My institution has increased 
funding for international student 
services 
     My institution should increase funding 
for international student services 
18 My institution has an office that 
coordinates support services for 
international students across the 
campus   
     My institution should have an office 
that coordinates support services for 
international students across the 




19 My institution adequately staffs 
international student offices  
     My institution should adequately staff 
international student offices  
20 My institution hires personnel in 
international student offices who 
have previous experience working 
with international students 
     My institution should hire personnel in 
international student offices who have 
previous experience working with 
international students 
21 My institution develops religiously 
affiliated centers for international 
students, recognizing that their 
cultural needs may be different from 
those of domestic students 
     My institution should develop religiously 
affiliated centers for international students, 
recognizing that their cultural needs may 
be different from those of domestic 
students 




APPENDIX D: INFORMED CONSENT 
Dear Colleague, 
I am requesting that you complete an online survey concerning the services provided in 
your institution for international students, and your perception on how these services could be 
improved. The survey will take 20-30 minutes to complete. Please read the following 
information carefully, and then indicate at the bottom of the page whether or not you would like 
to proceed. 
Purpose of the study.  This study employs an online survey of international student affairs 
personnel at higher education institutions to identify the services rendered for international 
students.  The survey also asks the respondents about the gaps they perceive, if any, between 
the services that are used and the services that they feel should be implemented. The findings 
will be useful to higher education institutions as they consider strategies for the campus 
internationalization and in increasing enrollment of international students at their institutions.  
Study procedures.  Should you decide to participate, I will ask that you complete a survey 
that will take 20-30 minutes to complete. The survey provides a list of statements concerning 
various types of student services.  You will be asked to rate (on 1-5 scales) your agreement 
with each statement in terms of (a) the extent to which the statement DOES reflect actual 
practice in your institution and (b) the extent to which the statement SHOULD reflect actual 
practice in your institution.  
How you were selected for participation. You were selected as a potential participant in 
this study because of your membership in NAFSA and because, according to the website of 
your institution, you are engaged in serving international students at some capacity.    
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Voluntary participation.  Participation in this study is entirely voluntary. If you choose not 
to participate or would like to withdraw from the study at any time, there will be no penalty of 
any kind. You may also decline to answer any question you are uncomfortable with.     
Risks. The main risk is breach of confidentiality. Each participant has the right to expect that 
his or her comments will remain confidential. Our intent is to develop an aggregate national 
picture of services for international students in higher education in the Midwest, and how it can 
be improved. Therefore, study results will be reported in aggregate only, and steps will be 
taken to minimize the risk of a breach of confidentiality. You are ineligible to participate if you 
are currently within the European Economic Area. Your data, even if deidentified, will not be 
used in other research projects. 
Steps that will be taken to minimize risks.  In addition to reporting aggregate results only, 
several steps will be taken to minimize the risk of a breach of confidentiality: 
• Data will be collected via the Qualtrics online service.  Only Sylvia Findlay and her 
dissertation adviser (Dr. Jim Palmer) will have access to survey responses typed in by 
study subjects at this site.   
• The survey data will be collected anonymously using anonymous survey link which 






• Collecting anonymous responses. Enabling this setting will remove the IP address and 
location data and disconnect the response from the person who provided it. In addition, IP 







• The survey does not ask for the respondent’s name or for the name of his or her 
institution. 
 
• Raw data will only be downloaded from the Qualtrics site and stored on (a) Jim Palmer’s 
password protected PC at Illinois State University office, and (b) Sylvia Findlay’s 
password-protected PC at her home.  These data will not be stored or transmitted to any 
additional devices.  Only Palmer and Findlay will have access to these raw data.  
 
• The raw data in the Qualtrics account and in Ms. Findlay’s computer will be erased after 
Ms. Findlay’s dissertation is completed and filed with Illinois State University.   
   
Benefits.    The study will enhance our understanding of (a) the current services provided for 
international students at higher education institutions in the Midwest (b) the perception of how 
these services can be improved at institutions, and (c) gaps (if any) between the current 
practices and the services, in the opinion of student services personnel, that should be used.  
Study findings will also provide a picture of how institutions currently fare on providing 
international student services and help them institute internalization strategies that enhance 
campus services.  
 
Further Information. Please feel free to contact Sylvia Findlay (sfindl1@ilstu.edu) with any 
questions.  You can also contact my dissertation advisor, Dr. Jim Palmer (jcpalmer@ilstu.edu). 
Should you have questions about your rights as a study participant and the steps undertaken to 
minimize the risks you will face as a participant, please feel free to contact the Research Ethics 
& Compliance Office at Illinois State University (309) 438-5527. You may print a copy of this 
form for your records. 
 




Clicking on the "agree" button below indicates that:  
 
• you voluntarily agree to participate 
• you are at least 18 years of age  
 
If you do not wish to participate in the research study, please decline participation by clicking on 
the "disagree" button. 
 
       Agree 
















APPENDIX E: REFERENCE GUIDE FOR THE STUDY PARTICIAPNTS 
Reference Guide for the Study: 
Analysis of International Student Services 
 
Purpose of the study.  This study employs an online survey of international student affairs 
personnel at higher education institutions to identify the services rendered for international 
students.  The survey also asks the respondents about the gaps they perceive, if any, between 
the services that are used and the services that they feel should be implemented. The findings 
will be useful to higher education institutions as they consider strategies for the campus 
internationalization and in increasing enrollment of international students at their institutions.  
Study procedures.  Should you decide to participate, I will ask that you complete a survey 
that will take 5-10 minutes to complete.  It provides a list of statements concerning various 
types of student services.  You will be asked to rate (on 1-5 scales) your agreement with each 
statement in terms of (a) the extent to which the statement DOES reflect actual practice in your 
institution and (b) the extent to which the statement SHOULD reflect actual practice in your 
institution.  
How you were selected for participation. You were selected as a potential participant in 
this study because of your membership in NAFSA and because, according to the website of 
your institution, you are engaged in serving international students at some capacity.    
Voluntary participation.  Participation in this study is entirely voluntary. If you choose not 
to participate or would like to withdraw from the study at any time, there will be no penalty of 




Risks. The main risk is breach of confidentiality. Each participant has the right to expect that 
his or her comments will remain confidential. Our intent is to develop an aggregate national 
picture of services for international students in higher education in the Midwest, and how it can 
be improved. Therefore, study results will be reported in aggregate only, and steps will be 
taken to minimize the risk of a breach of confidentiality. You are ineligible to participate if you 
are currently within the European Economic Area. Your data, even if deidentified, will not be 
used in other research projects. 
Steps that will be taken to minimize risks.  In addition to reporting aggregate results only, 
several steps will be taken to minimize the risk of a breach of confidentiality: 
• Data will be collected via the Qualtrics online service.  Only Sylvia Findlay and her dissertation 
adviser (Dr. Jim Palmer) will have access to survey responses typed in by study subjects at this 
site.   
• The survey data will be collected anonymously using anonymous survey link which allows for 




• Collecting anonymous responses. Enabling this setting will remove the IP address and location 
data and disconnect the response from the person who provided it. In addition, IP addresses will 




• The survey does not ask for the respondent’s name or for the name of his or her 
institution. 
 
• Raw data will only be downloaded from the Qualtrics site and stored on (a) Jim Palmer’s 
password protected PC at Illinois State University office, and (b) Sylvia Findlay’s 
password-protected PC at her home.  These data will not be stored or transmitted to any 
additional devices.  Only Palmer and Findlay will have access to these raw data.  
 
• The raw data in the Qualtrics account and in Ms. Findlay’s computer will be erased after 
Ms. Findlay’s dissertation is completed and filed with Illinois State University.   
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Benefits.    The study will enhance our understanding of (a) the current services provided for 
international students at higher education institutions in the Midwest (b) the perception of how 
these services can be improved at institutions, and (c) gaps (if any) between the current 
practices and the services, in the opinion of student services personnel, that should be used.  
Study findings will also provide a picture of how institutions currently fare on providing 
international student services and help them institute internalization strategies that enhance 
campus services.  
Further Information. Please feel free to contact Sylvia Findlay (sfindl1@ilstu.edu) with any 
questions.  You can also contact my dissertation advisor, Dr. Jim Palmer (jcpalmer@ilstu.edu). 
Should you have questions about your rights as a study participant and the steps undertaken to 
minimize the risks you will face as a participant, please feel free to contact the Research Ethics 
& Compliance Office at Illinois State University (309) 438-5527. You may print a copy of this 
form for your records.
 
 
APPENDIX F: PAIRED STATEMENTS IN SES CATEGORY BY INSTITUTION TYPE 
 
  
Four-year public college/university Four-year private non-profit college or university 
Four-year private for-profit 



















My institution assesses 
the extent to which 
international students 









My institution should 
assess the extent to 
which international 
students are satisfied 












during their first 





























during their first 




























My institution provides 
writing support for 
international students 
that goes beyond 
grammar and 
emphasize disciplinary 
content and context. 




 My institution should 
provide writing support 
for international 
students that goes 
beyond grammar and 
emphasize disciplinary 
content and context. 




My institution provides 
opportunities for 
international students to 
interact with faculty 
members outside of 
class. 




 My institution should 
provide opportunities 
for international 
students to interact with 
faculty members 
outside of class. 











APPENDIX G: PAIRED STATEMENTS IN ILS CATEGORY BY INSTITUTION TYPE 
  
Four-year public college/university Four-year private non-profit college or university 
Four-year private for-profit 
college or university 
















My institution develops 
religiously affiliated 
centers for international 
students, recognizing 
that their cultural needs 
may be different from 








 My institution should 
develop religiously 
affiliated centers for 
international students, 
recognizing that their 
cultural needs may be 








My institution has a 
strategic plan for 
international student 
services or includes 
international student 
services in the strategic 
plan of student affairs 






 My institution should 
have a strategic plan for 
international student 
services or includes 
international student 
services in the strategic 
plan of student affairs 







My institution’s budget 
includes monies that 
are specifically targeted 
for international student 
services. 




My institution’s budget 
should include monies 











offices or international 
student affairs offices. 






 My institution should 
adequately staff 
international student 
offices or international 
student affairs offices. 


















Four-year private non-profit college or 
university 





















My institution provides 
faculty members with training 
on how American classrooms 
and instructional techniques 
differ from what international 
students have been used to in 





40.9% (36) 48.9% (43) 5.7% (3) 58.5% (31) 35.8% (19) 0% (0) 66.7% (2) 33.3% (1) 
  
My institution should provide 
faculty members with training 
on how American classrooms 
and instructional techniques 
differ from what international 
students have been used to in 





0% (0) 97.7% (84) 2% (1) 0% (0) 98% (49) 0% (0) 0% (0) 100% (3) 
 
My institution provides 
training in intercultural 
competence for faculty and 






37.1% (33) 53.9% (48) 5.7% (3) 56.6% (30) 37.7% (20) 0% (0) 100% (3) 0% (0) 
 
 My institution should 
provide training in 
intercultural competence for 
faculty and staff who work 





0% (0) 98.8% (84) 2% (1) 2% (1) 96% (48) 0% (0) 0% (0) 100% (3) 
 
My institution includes 
intercultural competence as a 
criterion in performance 






54.7% (47) 11.6% (10) 
25.0% 
(13) 





who work with international 
students.  
  
My institution should include 
intercultural competence as a 
criterion in performance 
appraisals of faculty and staff 





(Count) 5.8% (5) 14% (12) 80.20% (69) 3.9% (2) 0% (0) 96.1% (49) 0% (0) 
0% 
(0) 100% (3) 
 
My institution assures that 
courses throughout the 
curriculum build the 
intercultural competencies of 
both domestic and international 
students. 
% 











0% (0) 0% (0) 100% (3) 
 
My institution should assure 
that courses throughout the 
curriculum build the 
intercultural competencies of 




1.2% (1) 3.5% (3) 95.3% 
(81) 
0% (0) 2% (1) 98% (49) 0% (0) 0% (0) 100% (3) 
 
My institution intervenes in an 
appropriate manner when 
faculty and staff engage in 
behaviors that show cultural 
insensitivity, racial biases, or 
prejudice 
% 












33.3% (1) 33.3% (1) 
 
My institution should intervene 
in an appropriate manner when 
faculty and staff engage in 
behaviors that show cultural 




0% (0) 0% (0) 100% (86) 0% (0) 2% (1) 98% (49) 0% (0) 0% (0) 100% (3) 
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